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ABSTRACT 
Relationships are structured as partnerships with multiple entities. The success of partnership 
programmes depends on the organisations’ consideration of interests and perceptions of all 
stakeholders (Calabrese, 2008). Strategic communication is essential to create platforms for 
dialogue and stakeholder participation in the decision-making and partnership creation 
process.  Social media offers increasing opportunities for strategic communication and 
enables the participation from various public and private stakeholders to participate in the 
virtual public sphere (Loader & Mercea, 2011). Considering the aforementioned research, it 
was worth investigating how social media, more specifically Twitter, is used by organisations 
and public-private stakeholders in the virtual public sphere to establish and maintain 
relationships.  Of specific interest to this study was how organisations can apply Twitter as 
strategic communication tool to establish partnerships with their public-private stakeholders.  
The aim was to establish how Twitter is used as strategic communication tool to engage with 
public-private stakeholders and form strategic partnerships for the Gautrain project. Literature 
on the Twitter as strategic communication tool for development and maintaining partnerships 
between organisations and public-private stakeholders is not abundant.  This research study 
aimed to contribute to filling the literature gap. An exploratory research design with a 
qualitative methodological orientation was applied to select a sample for the study. The 
sample consisted of the Tweets engaging with the official Gautrain Twitter account during the 
time period of 7 September 2019 to 7 October 2019.  twDocs was used to download Tweets 
into a spreadsheet. The three-step model of qualitative data analysis, as described by Miles 
and Huberman (1994) was used to identify patterns and meanings that would provide answers 
the research questions. Codes with similar meanings were grouped together and themes were 
emerged from the data. The findings concluded that Gautrain utilises Twitter as a strategic 
communication tool to engage with public-private stakeholders and form strategic partnerships 
for the Gautrain project. The category and theme that occurred the most was Category 3, 
Service delivery communications, Theme 1, general queries.  This was mainly due to 
stakeholders expressing dissatisfaction, lay criticism or give compliments on social media 
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Krüger, Stieglitz and Potthoff (2012) explains that organisations are aware of the stakeholders’ 
perception regarding simple company websites in contemporary times. Additional effort is vital 
in order to gain organisational advantage and creating value-add through the opportunities 
presented by social media (Kietzmann, Hermkens, McCarthy, & Silvestre, 2011).  
 
Organisations use their social media platforms to offer public and private stakeholders the 
opportunity to become authors of organisational messages and become partners of the 
organisation (Albu & Etter, 2015; Nielsen, 2018). Albu and Etter (2015) explains that 
organisations can focus on all public-private stakeholders as target audiences and use social 
media with the objective of improving stakeholder engagement and continuous relationship 
building. When using social media, stakeholders participate in dialogue within the context of 
the public sphere, which is defined by Habermas (2006) as a “domain of social life where 
public opinion can be formed”. More specifically, this study focuses on the public-private 
stakeholder engagements related to the Gautrain project structured as a complex Public-
Private-Partnership (PPP) between the Gauteng Provincial Government (GPG), its citizens 
and various private stakeholders. 
 
This study investigated how strategic communication is used to engage public-private 
stakeholders to facilitate strategic partnerships for the Gautrain project, specifically focusing 
on the official, verified, Gautrain Twitter account.  Tweets engaging with the official Gautrain 
Twitter handle during the period of 7 September 2019 to 7 October 2019 was selected as this 
was the difficult time when the City of Johannesburg (COJ) disconnected the municipal water 
supply to the Gautrain Sandton station due to non-payment of municipal accounts by the 
property owner. Since the incident gained much media attention and engagement on Twitter, 
it provided an ideal opportunity to explore the research problem.  
 
Twitter provides a platform for public and private stakeholders to challenge an organisation 
authority in the digital public sphere (Loader & Mercea, 2011).  Schäfer (2015) envisions the 
digital public sphere as “a communicative sphere provided or supported by online or social 
media where participation is open and freely available to everybody who is interested, where 




Therefore, public-private stakeholder engagements around the water supply incident served 
to illustrate how organisations are under increasing pressure to balance the interests of a 
range of different stakeholders as argued by Rowley and Gibbs (2008).  
 
The sample consisted of the Tweets engaging with the official Gautrain Twitter account during 
the time period of 7 September 2019 to 7 October 2019.  The total purposive sample 
comprised of 3383 Tweets. This included 333 Tweets from the official Gautrain Twitter account 
and 3050 Tweets mentioning the Gautrain Twitter (‘@TheGautrain’) account directly (either 
through responses, replies or direct Tweets) (TheGautrain Twitter Page, 2020).  Qualitative 
content analysis was used to describe the Gautrain Tweets and mentions to identify patterns 
and meanings that would provide answers the research questions. The study applied thematic 
analysis based on Miles and Huberman’s (1994) three-step model to uncover insights from 
the data collected from the Tweets.  
 
Strategic communication was explored as a theoretical base of the study and a comprehensive 
scholarly overview of three key concepts was provided. This included strategic communication 
in the public sphere, public-private stakeholder engagement, and the Gautrain as a public-
private partnership. The concepts assisted the study’s objective to investigate how Twitter is 
used as a strategic communication tool to engage public-private stakeholders in strategic 
partnerships for the Gautrain project.   
 
The study concludes with findings being presented in relation to the research aims and 
objectives. The researcher makes further recommendations offered by the research as a result 
of the findings. The study ends with final concluding remarks.  
 
This chapter contains a comprehensive discussion on the background and orientation of the 
study including the research methodology implemented, ethical considerations, limitations and 
concludes with Figure 1.1 as summary to assist in simplifying the understanding of the outline 
of the study. 
 
1.2 Background and orientation of the study 
 
The study is guided by three theoretical concepts, namely strategic communication in the 
public sphere, public-private stakeholder engagement, and the Gautrain as a public-private 
partnership. These concepts are used as foundation to identify three Categories (Social 
media-based dialogue, Updates and Service delivery communication) which are further 




Operational announcements, Current affairs, Service delivery queries, Complaints and 
Compliments).  
 
1.3 Research problem 
 
How Twitter is used as strategic communication tool to engage public-private stakeholders in 
strategic partnerships for the Gautrain project.   
 
1.4 Research objectives 
 
a. To explore how Twitter can be used as strategic communication tool to align the interests 
of public-private stakeholders in the Gautrain project. 
b. To explore how Twitter can be used as strategic communication tool to engage public and 
private stakeholders with the purpose of the Gautrain project.  
c. To explore how Twitter can be used as strategic communication tool facilitate strategic 
public and private stakeholder partnerships for the Gautrain project. 
 
1.5 Research questions  
 
How is Twitter used as strategic communication tool to engage with public-private 
stakeholders in strategic partnerships for the Gautrain project? 
 
1.5.1 Research sub-questions  
a. How can Twitter be used as strategic communication tool to align the interests of public-
private stakeholders in the Gautrain project? 
b. How can Twitter be used as strategic communication tool to engage public and private 
stakeholders with the purpose of the Gautrain project? 
c. How can Twitter be used as strategic communication tool facilitate strategic public and 
private stakeholder partnerships for the Gautrain project? 
 
1.6 Research methodology  
 
The study adopts a qualitative orientation and is positioned within the interpretive paradigm. 
Qualitative research, according to Sandelowski (2004), is intended to collect data found in 
“human experience”. Data is acquired from respondents in their natural environment and 
preference for the ways in which individuals interpret their social world. The data is not 




interpretations of a phenomenon will constantly shift as interpretations by individuals change. 
(Creswell & Poth, 2018). The descriptive nature of qualitative methodology allows the 
researcher to build an intricate, holistic picture of the research problem (Creswell, 2009). 
Qualitative data collection is a preferred research approach as observation proved to be 
preferred in generating a detailed investigated case (Bryman, Bell, Hirschson, Dos Santos, du 
Toit, Masenge, Van Aardt & Wagner, 2018).  
 
1.6.1 Population and sample 
Keyton (2010) defines a population as “all the phenomena that possess similar characteristics 
that the researcher has interest in researching”. A sample is a selection of the population 
which is representative of the population (Braun & Clarke, 2013). The target population in this 
study was public transport entities that utilise social media platforms as a communication tool.  
The sample used was Tweets engaging with the official Gautrain Twitter account during the 
period of 7 September to 7 October 2019. The period selected was during the time when the 
COJ disconnected the municipal water supply to the Gautrain Sandton station. The public and 
private stakeholders utilised social media, mainly Twitter, to voice their opinions in support of 
and complaints, raised criticism and express disappointment against the Gautrain and COJ.  
 
Purposive sampling has been selected for this study.  Purposive sampling refers to the 
“deliberate selection of a sample due to the perception that the said sample has the necessary 
knowledge regarding the research study” (Suri, 2011). The total sample comprised of 3383 
Tweets including 333 Tweets from the official Gautrain Twitter account 3050 Tweets 
mentioning the Gautrain Twitter (‘@TheGautrain’) account directly (TheGautrain Twitter Page, 
2020). 
 
1.6.2 Data collection 
twDocs was used to collect data from Twitter. twDocs is an authentic online Twitter 
downloading tool that was purchased and used to confirm the authenticity of the data 
collected. The Tweets for the relevant period was downloaded to an Excel worksheet. twDocs 
“extracts selected Tweets, Favourites, Mentions and search results, and saves it as a 
document in several different formats” (Buckingham, 2013).  Extracted Tweets were easily 
arranged and categorised using Excel format. 
 
1.6.3 Data analysis  
Thematic analysis was used to categorise the descriptions of the Tweets into themes. Maguire 
and Delahunt (2017) explain the aim of thematic analysis being to identify significant themes, 




an issue. The Tweets were analysed thematically and eight themes with similar meanings 
were grouped into three categories. 
  
1.7 Ethical considerations  
 
Resnik (2011) defines ethics as “the norms for conduct that distinguish between acceptable 
and unacceptable behaviour”. In other words, the rules to determine whether something is 
right or wrong. There were no ethical considerations in downloading Tweets as it did not 
involve physical human participants and even though the University of Johannesburg’s Ethics 
Committee did not require the researcher to request permission to download Tweets from both 
the Gautrain account and its Twitter community, seeing as it is a public social media account, 
the researcher still acquired permission from the Gautrain Management Agency (GMA) (see 
Annexure D and Annexure E attached).  
 
1.8 Limitations of the study  
 
This study is limited to the Gautrain official Twitter account, used as case study for 
observational qualitative research which took place between 7 September 2019 and 7 October 
2019. The results can be transferred to identify how other public transport organisations can 
utilise Twitter as a tool to create value and build partnerships between the organisation and 
its public and private stakeholders. Results can be affected by various conditions including the 
public transport organisation’s accessibility to data and social media platforms as well as the 
constantly changing digital and social landscapes.  
 
1.9 Description of the study 
 
Figure 1.1 illustrates the outline of this study. Minor sections are not shown. 
 
 




1.10 Summary  
 
The main objective of this study is to identify how Twitter is used as strategic communication 
tool to engage public-private stakeholders in strategic partnerships for the Gautrain project. 
The research study was introduced, and the overview of the study was provided in this 
chapter. The study concludes with findings being presented in relation to the research aims 
and objectives. The researcher makes further recommendations offered by the research as a 
result of the findings. The problem statement was discussed in relation to the reasons for the 
study. Research questions and objectives were addressed. 
 
Chapter 2 contains a detailed overview on literature specifically focusing on the three 
theoretical concepts that guided the study, namely strategic communication in the public 










The main objective for this study is to investigate how strategic communication is used to 
engage public-private stakeholders in strategic partnerships for the Gautrain project, 
specifically focusing on the official, verified, Gautrain Twitter account.   
 
This chapter contains a comprehensive discussion on the three key concepts of strategic 
communication in the public sphere, public-private stakeholder engagement, and the Gautrain 
as a public-private partnership based on strategic communication as a theoretical foundation 
for this study.  The concepts will guide the study’s investigation on how Twitter is used as a 
strategic communication tool to engage public-private stakeholders in strategic partnerships 
for the Gautrain project.  Strategic communication as an emerging paradigm will serve as the 
initial point of departure to unpack, discuss and understand the three key concepts.  
 
2.2  Strategic communication as an emerging paradigm  
 
Strategic communication is a result of the paradigmatic shift from the modern to postmodern 
approach (Hallahan, Holtzhausen, van Ruler, Verčič, & Sriramesh, 2007). Hallahan et al. 
(2007) defines strategic communication as “the purposeful use of communication by an 
organisation to fulfil its mission”. Strategic communication includes the use of communication 
channels to influence public policy or promote an agenda; to promotion of products; for 
branding; for brand positioning; positioning to ensure maximum media reach; and consistent 
stakeholder engagement (Idea, 2011). Post, Preston and Sauter-Sachs (2002) defines a 
stakeholder as “a person, group or organisation that has interest or concern in an 
organisation”. The Government Communication Network (2015) explains that stakeholders 
are more interactive and demand immediate, personalised feedback. 
 
Hallahan et al. (2007) identified four principal clusters of scholarship which forms part of the 







Table 2.1: Clusters of scholarship for strategic communication, adapted from Hallahan et al. 
(2007) 
Cluster of scholarship Operational definition 
Corporate 
communication 
Corporate communication is “a set of activities involved in managing 
and orchestrating all internal and external organisational communications 
aimed at creating favourable point of view among stakeholders” (Riel & 
van Fombrun, 2007). 
Marketing, advertising, 
and public relations 
Marketing is “the study and management of exchange relationships” 
(Hunt, 1976). 
Advertising is “a marketing communication technique that employs an 
openly sponsored, non-personal message to promote or sell a product, 
service or idea” (Stanton, 1984). 
Public relations is “the practice of deliberately managing the spread of 
information between an organisation and the public” (Grunig &Hunt, 1984) 
Business 
communication skills 
Business communication skills include “body language, tone of voice, 
word choice, message clarification and communication style” (McKay, 
2019).  
Academic studies on 
organisational behaviour 
Organisational behaviour is “the study of human behaviour in 
organisational settings, the interface between human behaviour and the 
organisation, and the organisation itself” (Moorhead & Griffin, 1995).  
 
Zerfass and Huck (2007) explains that strategic communication stretches beyond the 
traditional set of established communication methods. Communication practitioners are 
responsible for the management of ‘meanings’ in all interactions with public and private 
stakeholders (Zerfass & Huck, 2007). This suggests that communication is no longer “a 
function” in an organisation but is involuntarily shaped to be representative of the organisation 
itself (Overton-de Klerk & Verwey, 2013).  Rowley and Gibbs (2008) explains that 
“organisations are under increasing pressure not only to learn, change and adapt, but to also 
take ethically and sustainable actions to balance the interests of the range of different 
stakeholders”.  The communication strategy is therefore directed by the strategic planning and 
is formulated according to the organisation’s vision and vision as well as the organisational 
culture which includes its values and philosophy 
 
The definition of public relations is evolving alongside the changing roles and technological 
advances in communication as a practice (Public Relations Society of America, 2019). The 
National Assembly of the Public Relations Society of America (PRSA) accepted the following 
definition for the practice in 1982: "Public relations helps an organisation and its publics adapt 
mutually to each other" (Public Relations Society of America, 2019).  
 
According to Cornelissen (2010) earlier definitions of public relations gave emphasis to media 
relations and publicity, while current definitions embrace the concepts of “engagement” and 
“relationship building” or, for the purpose of this study “partnerships”. The function was 




communication with the press. Communication practitioners shifted their view on 
communication and viewed the function as more than just ‘public relations’ when other public 
and private stakeholders started to demand more information from the company (Oepen & 
Willner, 2006). Wood (2009) explains that organisations are required to develop an interactive 
communication model to ensure equal opportunities for engagement in two-way 
communication flow (Foulger, 2004).  
 
Bajracharya (2018) maintains that technological advancements and the Fourth Industrial 
Revolution are increasing opportunities for interactive communication. Organisations have 
moved away from using public relations as a communication function within a bureaucratic 
society which focuses solely on the practice as a media relations function of reputation 
management and are applying a broader communication strategy from a managerial level 
(Verwey, 2015).  The International Public Relations Association (IPRA) (2020) therefore 
redefines public relations as “a decision-making management practice tasked with building 
relationships and interests between organisations and their publics based on the delivery of 
information through trusted and ethical communication methods”.  
 
Oepen and Willner (2006) acknowledges the substantial development of the field from 
technical role-playing at lower organisational levels to managerial role-playing, increasingly 
being referred to as ‘corporate communication’ from the late 1980’s.  
 
Nagaonkar (2012) defines corporate communication, in simple words, as “managing an 
organisation’s internal and external communications”. This includes the functions of 
advertising, marketing, marketing communication and public relations under management 
perspective. Johnson (2018) recognises the key characteristic of the “new” corporate 
communication function which is that it focuses on the organisation as a whole, a broader 
focus reflected in the word “corporate” in “corporate communication”. Cornelissen (2010) 
agrees with these statements and further explains that corporate communication implements 
and integrated approach to the management of organisational communication.  
 
The strategic role of corporate communication goes beyond the specialities of different 
communication experts and crosses these boundaries to join the strategic interests, or 
objectives, of the organisation (Cornelissen, 2010).  Wood (2009) stresses the need to develop 
a more interactive communication model. Both parties should have the opportunity to 
participate in the two-way communication process (Foulger, 2004).  This strong shift 
emphasises the importance of relationship building, rather than using channels to convey 




Communication, as strategy, is constantly evolving because it emerges from the engagement 
of stakeholders (Seidl, 2007).  Oepen and Willner (2006) explains that strategic 
communication is more than the dissemination of information. It is actively requesting opinions 
and perspectives from public and private stakeholders to ensure engagement and a two-way 
flow of communication (Oepen & Willner, 2006). Hallahan et al. (2007) defined strategic 
communication as the “purposeful use of communication by an organisation to fulfil its 
mission”.  It focuses on how an organisation communicates in order to achieve its objectives.  
 
2.3 Public-private stakeholder engagement 
 
Phillips (2012) defines the ideal relationship (or, for the purpose of this study – partnership) 
between an organisation and its stakeholders as "the state that exists between an organisation 
and its key publics that provides economic, social, political, and/or cultural benefits to all 
parties involved, and is characterised by mutual positive regard”. Strategic communication is, 
in principle, imposed by the digital communication revolution (Overton-de Klerk, 2010). This 
leads to the dissolvement of the boundaries between traditional communication disciplines to 
and makes it increasingly difficult for communication practitioners to distinguish between 
traditional communication activities and their effects (Hallahan et al., 2007).  
 
2.3.1 Digital technology and stakeholder engagement 
The evolution in technology is increasing the convenience of accessibility to information. This 
supports the statement made by Marsteller (2015) in which he explains that society is 
increasingly connected to globally available information. Boyd (2012) agrees with Marsteller, 
stating that “technology bridges geography, connect communities and transform societies”. 
The international networking and option of instant interaction with the customer on a variety of 
communication platforms offers numerous opportunities for engagement for both society and 
organisations alike (Boyd, 2012).  
 
Technological advances, lifestyle changes, stakeholder expectations and the growth of 
“knowledge workers” have reformed management processes, leading to organisations 
evolving beyond the traditional bureaucratic model of communication (Verwey, 2015). 
McSweeney (2006) describes this evolution as a “paradigm shift” beyond bureaucracy. 
Organisations are focusing on creating a “culture of listening and engagement” (Rensburg, 
2012). Wood (2009) explains that each person in the communication process responds 





Emerging complexities shift the communication approach from power and leadership as a 
fundamental purpose of organisational communication, to enabling all stakeholders to play a 
role in organisational activities (Voitovici & Sewestianiuk, 2013).  The open and flexible models 
of communication are empowering organisational stakeholders, enabling them to gain 
knowledge and also to contribute knowledge to organisations.  
 
Effective and efficient communication is an important component in the process of forming 
and maintaining relationships with stakeholders (Bourne, 2016).  Strategic communication has 
become more relevant within developing business contexts characterised by intricacy and 
ambiguity (Overton-de Klerk & Verwey, 2013).  Companies can no longer function in silos, 
relying on the in-house design of brands and brand messaging and are increasingly 
encouraged to appeal to their target audiences to participate in the collective consciousness 
of the contemporary, public sphere (Grese, 2015; Highfield & Bruns, 2015). 
 
Stakeholder engagement, in this study, emphasises knowledge-sharing and the provision of 
constant, accurate information through constant engagement with an established network of 
public and private stakeholders on Twitter.  Boyd (2012) explains that the evolution in 
technology is bridging geography, connecting communities and a transformation in transform 
societies. The open and flexible models of communication are empowering public-private 
stakeholders, enabling them to gain knowledge and also to contribute, or share, knowledge 
with organisations.  
 
Emerging complexities shift the communication approach of power and leadership as a 
fundamental purpose of organisational communication, to enabling all stakeholders to play a 
role in organisational activities (Voitovici & Sewestianiuk, 2013). Twitter can be used for 
listening to, and identifying stakeholder wants and needs, likes and dislikes towards the brand, 
feelings about the brand, suggestions for improvement, what their favourite products are and 
why (Ward, 2016). 
 
2.3.2 The public sphere and stakeholder engagement 
A public sphere is “the basic requirement of facilitation of communication between an 
organisation and society and, in an ideal situation, permits independent control of 
organisational activities” (Habermas, 1991).  Mwengenmeir (2013) explains that a public 
sphere is open to everyone and found ubiquitously where individuals organise themselves to 
form a ‘public’, to unite and freely express their opinions. Publics arise in spaces where 




leading to the formulation of public opinion (Habermas, 1991). Habermas (2006) identifies six 
criteria to form an ideal public sphere: 
 
a. Inclusive: The public sphere must be open to all stakeholders in forming public opinion.  
b. Dialogue: The public sphere must provide an opportunity for debate.  
c. Fragmentation: The public sphere must provide the possibility of dividing into smaller public 
spheres. 
d. Social: The public sphere must be free of commercial motives. 
e. Freedom: The public sphere must allow for freedom of speech, freedom of association, 
freedom of expression and for publication of opinions.  
f. Integrity: The public sphere must allow honesty in opinions without posing a danger to 
personal or group security. 
 
Comprehensive changes in communication patterns in the modern society have led to a 
structural revolution of the public sphere (Habermas, 2006; Engelstad, 2017). This structural 
transformation is driven by the internet and social media (Highfield & Bruns, 2015). The 
modern media environment is restructuring the opportunity structures by which stakeholders 
can participate in a society that is increasingly reliant on media for communication 
(Livingstone, 2013).  Masip, Ruiz-Caballero and Suau (2019) describes the new existence of 
the public sphere on the internet (for the purpose of this study) as ‘digital’.  Participation in the 
public sphere on the internet is open, always-on and freely accessible by stakeholders who 
show interest in discussing matters of mutual interest through a process that is fully 
transparent (Schäfer, 2015). Masip, Ruiz-Caballero and Suau (2019) adds that practices 
including content creation, sharing and commenting are available at any time and in any 
space.  Stakeholders have the choice to immediately express dissatisfaction, lay criticism or 
give compliments on social media through easily accessible mobile social media applications 
such as Twitter (Baer, 2016).  
 
Livingstone (2013) explains that the participating nature of audiences adds a new interactive 
or engaging component that did not appear in previous definitions of the concept of 
“audiences”. The concept of ‘audience’ therefore develops features which were previously 
ascribed to the concept of ‘public’ (Masip, Ruiz-Caballero & Suau, 2019). 
 
Large digital communities found on social media platforms such as Twitter can be viewed as 
part of a public sphere (Nielsen, 2018).  Engelstad (2017) explains that the digital public 
sphere has a double meaning; it is a virtual meeting place for open-minded dialogue amongst 




Nielsen (2018) adds that it has to be taken into consideration that the majority of stakeholders 
utilise the internet and social media as part of a digital social space with personal (or private) 
content which is can be intended for friends and family only. Masip, Ruiz-Caballero and Suau 
(2019) agrees and explains that communication practitioners must take cognisance of the 
vague boundaries between personal and public topics in this this new geography of the public 
sphere.  
 
A study conducted by PWC (c.a. 2011) established that the internet economy contributed 2% 
to South Africa's gross domestic product and is rising by around 0.1% a year.  Organisations 
need to remain “hyper-socially aware”, particularly in light of the growing youth market that is 
continuously becoming more “sophisticated and technologically savvy” (Grese, 2015). This is 
of importance to the Gautrain as the youth market, particularly in the LSM bracket of 6 to 10, 
is a main target public to engage and encourage to use the services (Gautrain Management 
Agency, 2014).  Grese (2015) further supports this statement explaining that, according to the 
African Union (AU), 65% of the population is under the age of 35 years and over 35% are 
between the ages of 15 and 35 years. 
 
Hudson (2019) describes social media as “websites and applications that are designed to 
allow people to share content quickly, efficiently, and in real-time”.  Social media is a constantly 
changing and ever-evolving web-based platform with a global market of over 3,5 billion users 
representing about 46% of the world’s total population (Dollarhide, 2019 and Datareportal, 
2019). Social media may take the form of a variety of tech-enabled activities including Twitter. 
Rosen (2017) defines Twitter as “a microblogging and social networking service on which 
users post and interact with messages known as "Tweets"”. Oentaryo, Murdopo, Prasetyo and 
Lim (2016) argues that Twitter has shifted from being a microblogging site and now serves as 
an online “ecosystem” for debating on social, political and economic issues, forming, 
negotiating and conveying of opinions through the publishing of content.  
 
There is notable engagement on the Gautrain Twitter account, having 37 880 Tweets, 286 
742 followers and 4 597 likes whilst following 284 Twitter users (TheGautrain Twitter Page, 
2020). These figures are far much bigger than other verified Gauteng-based public transport 
accounts such as Metrorail GP, Rea Vaya Bus Transit, AReYeng Bus Transit. The Gautrain 
Twitter account team is headed by the Communications Manager of BCC. BCC is mainly 
responsible for communication of any operational issues (including technical issues and 
strikes).  Public partner, the GMA, is responsible for lifestyle communication including good-
news stories, events, social investment project communication, government communication 




2.4 Gautrain as a public-private partnership 
 
The Government Communication Network (2015) describes partnerships as two-way 
relationships which add value to both the partner organisation and government. The success 
of partnership is dependent on the organisation’s level of consideration for the interests and 
perceptions of public and private stakeholders (Calabrese, 2008).  
 
Governments are increasingly implementing Public Private Partnerships (PPPs) in an attempt 
to effectively deliver public services (Skelcher, 2005).  PPPs date back to the 1980’s during 
major privatisation and de-regularisation in the United States of America and the United 
Kingdom (Bruchez, 2014). Bloomfield and Ahern (2011) define a PPP as a “contractual 
agreement between a public agency and a private sector entity”. The purpose of a PPP is to 
combine the capacities of the two parties to successfully develop and deliver a project that 
either party cannot efficiently implement on its own (Engel, Fischer & Galetovic, 2011; 
Grossman, 2012).  Landow and Ebdon (2012) explains that skills and assets as well as input 
in the decision-making processes are shared between the parties to ensure the delivery of a 
public project or service through a long-term agreement. Each party assumes responsibility 
for the risks but also the possible rewards from the delivery of public services (Bloomfield & 
Ahern, 2011).  
 
African governments are progressively depending on the private sector to build, finance and 
operate infrastructure facilities that were previously managed by the state (Bruchez, 2014). 
The number of PPP projects in Africa has been steadily growing with 24 PPPs set up since 
the first project 1998 (Kaberuka, 2011; Bruchez, 2014).   
 
Gauteng is a highly populated province and has the highest contribution towards the economy 
in South Africa (Statistics South Africa, 2013). With the annual traffic growth rate of 7% for 
Gauteng province, it was anticipated that the traffic congestion was bound to only get worse 
(Gautrain Management Agency, 2014). Alternative transport arrangements became a topic of 
discussion within the Gauteng Provincial Government (GPG) (Gautrain Management Agency, 
2014). One proposal stemming from the discussions was the revival of the passenger rail 
network system as proposed by the Vectura Public Transport Study in the early 1990’s (Van 
der Merwe, Negota & Van Zyl, 2001) which recommended the introduction of a rapid transit 
railway to alleviate the traffic congestion on the N1 Ben Schoeman highway between the three 





Then Gauteng Premier, Mbazima Shilowa, announced the Gautrain Rapid Rail Link between 
Johannesburg, Pretoria and OR Tambo International Airport (ORTIA) as a Spatial 
Development Initiatives under the jurisdiction of the GPG in February 2000 (Van der Merwe 
et. al., 2001). In 2006 the Gauteng Provincial Government (GPG) entered into a 20-year 
contractual PPP agreement with the Bombela Concession Company (BCC), a consortium 
including Murray and Roberts, Strategic Partners Group, Bombardier, J&J Group, Absa bank, 
RATP Group and Bouygues, to build, operate, maintain and partly finance the Gautrain rapid 
rail project (Railway Gazette, 2010).   
 
The Gautrain project includes a component of an overall strategy for improving Gauteng’s 
major transportation infrastructure. The project aligns with the National Government’s policy 
to promote public transport with international efforts with the objective to decrease 
dependence on the private motor vehicle (Van der Merwe et. al., 2001). It focuses on 
stimulating economic growth through investment, creating job opportunities and new 
developments in the Gauteng Province (Dachs, 2018). Dachs (2011) describes Gautrain as 
“one of the largest and most complex PPPs in South Africa with a project cost of R26 billion”.  
The project generated extreme interest and was followed by the South African public and civil 
society (Quintal, 2006; Brummer, 2012).  Figure 2.1 below illustrates the contractual 
agreement between the Gauteng Provincial Government (GPG), who is the public partner and 
owner of the Gautrain system, and the BCC, the private partner who was awarded the tender 
to build, operate, maintain and partly finance the Gautrain project (van Oudenhove, 2009). 
 
 






PPP programmes require “a carefully considered and methodically-applied approach to 
communication” (Calabrese, 2008).  Communication analysis and planning need to be 
integrated at every phase of the development and implementation of the partnership. Strategic 
communication can be implemented in such a significant context to create platforms for 
dialogue and stakeholder involvement in decision-making processes.  The Gautrain, as a PPP 
project, has different role-players who have different responsibilities in terms of 
communication and marketing. The GPG is responsible for the provincial agenda and public 
service delivery. The main communication and marketing functions, which include the 
integrated management and delivery of the Gautrain, is the responsibility of both the Gautrain 




Comprehensive changes in communication patterns in the modern society have led to a 
structural revolution of the public sphere (Habermas, 2006; Engelstad, 2017). Social media 
offers organisations the opportunity to expand their reach beyond traffic to a website through 
fast and instant communication; it is a great networking tool that will assist in refining the brand 
and is a platform for customer engagement (Ward, 2016).  Stakeholders have the option of 
immediately expressing their opinions, lay complaints, make enquiries or give compliments on 
social media through easily accessible mobile social media applications such as Twitter (Baer, 
2016). The Gautrain is one of the biggest PPP projects in Africa (Dachs, 2011).  According to 
the Gautrain Management Agency (2014) it was suggested that the introduction of the 
Gautrain would result to one fifth of the private car users on the N1 highway being attracted to 
choose the use of the rail link as a means of transport, thereby achieving the objective of 
reducing traffic congestion on the highway. PPPs require the development, application and 
implementation of a carefully conceived and systematically applied approach to 
communication (Calabrese, 2008).  Cooperation between all the stakeholders of Gautrain was 
considered to be essential relational element from the conception of the Gautrain project (Van 
der Merwe et. al, 2001). This included the cooperation of different spheres of government, 
different modes of transport, and a variety of stakeholders. Through the implementation of a 
successful strategic communication, the approach offers the partners of the Gautrain project 
the opportunity to increase political and social sustainability and ultimately build and maintain 











Research, as defined by McMillan and Schumacher (2010), is “the methodical process of 
gathering and constantly examining information for a specific reason”. The specific research 
methods that selected were determined by the nature of the study and the research problem. 
Exploratory research was identified and applied to reveal a comprehensive understanding 
about the research problem. The main objective of the research study is to establish how 
Twitter is used as strategic communication tool to engage with public-private stakeholders and 
form strategic partnerships for the Gautrain project.  
 
This chapter contains a detailed discussion and explanation of the research approach used 
and research design adopted for the study. The method of purposive sampling through 
exploratory research is explained. It outlines the steps of the qualitative research process 
starting with the research problem, questions, aims, theoretical statements, methodological 
orientation with the conclusion and explanation of data processing based on the three-step 
model developed by Miles and Huberman (1994), which includes data reduction; data display 
and drawing conclusions. Ethical considerations, research validity, confirmability and 
trustworthiness will also be discussed.  
 
3.2 Research problem 
 
Fox and Bayat (2013) describe the problem statement as the core of any research. The 
purpose problem statement sets a framework for research.  A detailed definition of the problem 
is essential before research can be conducted (Fox & Bayat, 2013).  
 
Problem statement: The comprehensive reach of social media makes it particularly useful 
for strategic communication practitioners. Evans, Twomey and Talan (2011) argues that social 
media is a key tool for strategic communication practitioners to use resourcefully and wisely 
to efficiently obtain organisational objectives. Dwyer, Hiltz and Passerini (2007) agrees and 
noted that websites are “the root motivation in communication and maintaining relationships”.  
However, organisations still choose not to actively listen to online conversations about their 
audiences, cultivating opportunities for serious problems (Evans, Twomey & Talan, 2011). 
There is a lack of research done on the use of Twitter as a strategic communication tool to 
develop partnerships with organisational stakeholders in the public sphere. The study utilised 




Gautrain Twitter account as a case study in order to establish how Twitter is used as strategic 
communication tool to engage with public-private stakeholders and form strategic partnerships 
for the Gautrain project.   
 
3.3 Research questions 
 
Hennink, Hutter and Bailey (2010) defines a research question as “the proposed question to 
be answered through data collection”. Research questions in qualitative research seek to 
explore or describe phenomena.  
 
The research question for the study was derived from the main research objective:  
How can Twitter be used as strategic communication tool to engage public-private 
stakeholders in strategic partnerships for the Gautrain project? 
 
Research sub-questions sub-divide the main question into themed questions to narrow the 
focus of the study (Creswell, 2009).  
 
The research sub-questions for the study are:  
a.  How can Twitter be used as strategic communication tool to align the interests of public-
private stakeholders in the Gautrain project? 
b. How can Twitter be used as strategic communication tool to engage public and private 
stakeholders with the purpose of the Gautrain project? 
c. How can Twitter be used as strategic communication tool facilitate strategic public and 
private stakeholder partnerships for the Gautrain project? 
 
3.4 Research aims 
 
Research aims refer to the goal or overarching purpose of the research study (Coventry 
University, 2019). It summarises the researcher’s expectations on what to achieve at the end 
of a study. Research aims for the study are: 
 
a. To explore how Twitter is used as strategic communication tool to align the interests of 
public-private stakeholders in the Gautrain project. 
b. To explore how Twitter is used as strategic communication tool to engage public and private 
stakeholders with the purpose of the Gautrain project.  
c. To explore how Twitter is used as strategic communication tool facilitate strategic public 




3.5 Theoretical statements 
 
Abend (2008) explains that theoretical statements are formulated to “explain, predict, and 
understand phenomena and, in many cases, to challenge and extend existing knowledge 
within the limits of critical bounding assumptions”. Swanson (2013) agrees with this statement 
and simplifies the description to “theoretical framework introduces and describes the theory 
that explains why the research problem under study exists”.    
 
The study is guided by three theoretical concepts, namely strategic communication in the 
public sphere, public-private stakeholder engagement, and the Gautrain as a public-private 
partnership, as discussed and highlighted below: 
 
3.5.1 Strategic communication in the public sphere 
Strategic communication can be defined as “the purposeful use of communication by an 
organisation to fulfil its mission” (Hallahan, Holtzhausen, van Ruler, Verčič, & Sriramesh, 
2007).  A public sphere is the basic requirement of facilitation of communication between an 
organisation and society and organisational activities (Habermas, 1991). Mwengenmeir 
(2013) explains that it is open to all citizens and founded everywhere individuals come together 
to form a “public”, to unite and freely express their opinions. The emergence of the internet, 
when compared to traditional media, is viewed as “an improved public sphere” when taking 
into consideration its high reach, anonymity, diversity and interactivity (Gerhards & Schäfer, 
2010; McKenna & Bargh, 2000; Schneider, 1997). Therefore, strategic communication in the 
public sphere is defined as purposeful organisational communication that enables and 
encourages debate with public and private stakeholders with the aim of inspiring favourable 
opinions and the development of long-term mutual beneficial partnerships.  
 
3.5.2 Public-private stakeholder engagement 
Emerging complexities shift the communication approach from power and leadership as a 
fundamental purpose of organisational communication, to enabling public and private 
stakeholders to play a role in organisational activities (Voitovici & Sewestianiuk, 2013).  
Schilling (2000) defines organisational stakeholders as “a group, including customers, 
employees, management, stockholders, creditors, suppliers, community, and sometimes even 
competitors that have legitimate interests in procedural and/or substantive aspects of 
corporate activity”. The open and flexible models of online communication are empowering 
the public and private stakeholders and enables them to gain knowledge and also to contribute 
knowledge to organisations (Boyd, 2012). Stakeholder engagement, in this study, 




constant engagement with an established network of public and private stakeholders on 
Twitter. Therefore, public-private stakeholder engagement is defined as the knowledge-
sharing and the provision of constant, accurate information through constant engagement with 
an established network of public stakeholders on Twitter.  
 
3.5.3 The Gautrain as a public-private partnership 
Bloomfield and Ahern (2011) defines a public-private partnership (PPP) as a “contractual 
agreement between a public agency and a private sector entity”. The purpose of a PPP is to 
combine capacities of the two parties to successfully develop and deliver a project that either 
party cannot efficiently implement on its own (Engel, Fischer & Galetovic, 2011; Grossman, 
2012). The Gautrain, as a PPP project, has different role-players who have different 
responsibilities in terms of communication and marketing. Apart from the provincial agenda 
and public service delivery, which is the responsibility of the Gauteng Provincial Government 
(GPG), the main communication and marketing functions, which include the integrated 
management and delivery of the Gautrain, is the responsibility of both the Gautrain 
Management Agency (GMA) and the Bombela Concession Company (BCC). It aims to 
restructure urban areas and improve city sustainability through the promotion of public 
transport and tourism (Dachs, 2018). Therefore, the Gautrain, as a PPP, is defined as a GPG-
owned project that is managed by the GMA but operated and maintained by the BCC and its 
various organisational stakeholders through a 26-year concession agreement.  
 
3.6 Methodological orientation 
 
Scientific research adopts two methodological orientations which are qualitative and 
quantitative methodologies in the study and analysis of numerous phenomena (Queirós, Faria 
& Almeida, 2017; Babbie, 2015). Shields and Rangarjan (2013) explains that exploratory 
research is a method that is implemented to study a phenomenon in more detail with the 
intention to establish priorities, develop a problem that has not been studied more clearly, 
intended to establish priorities, develop active descriptions and to improve the final research 
design. The results of exploratory research are used to provide significant insight into a given 
situation (Shields & Rangarjan, 2013). 
 
3.6.1 Quantitative research 
Quantitative research accentuates the quantification in the collection as well as the analyses 
of data (Creswell & Poth, 2018). This includes a logical approach to ensure that the theories 
can be tested through hypotheses. The objectivity is amplified as the design uses numbers, 




that can be quantified. Samples are, in most cases, very large and is considered 
representative of the population (Queirós, Faria & Almeida, 2017). The results are interpreted 
as if they represent a general, and inclusive, view of the entire population (Martin & Bridgmon, 
2012).  Quantitative research implements planned and controlled procedures and utilise 
formal instruments for data collection (Queirós, Faria & Almeida, 2017). The data is therefore 
collected objectively and systematically. Devault (2019) outlines the advantages of the 
quantitative research as identified in Table 3.1 below. 
 
Table 3.1: Advantages & disadvantages of quantitative research, adapted from Devault 
(2019) 
Advantages Disadvantages 
• Can be checked and tested:  
Experimental design and replicable results 
lead to increased reliability.  
• False focus on numbers:  
Research is limited to concrete statistical 
relationships which can lead to the risk of 
missing broader themes and relationships.  
• Straightforward analysis:  
Data collected will result in identifying 
appropriate statistical tests, leading to less 
room for error and subjectivity. 
• Difficult to develop a research model:  
Need for carefully developed hypothesis 
and setup for collecting and analysing data 
to avoid researcher bias and objective 
results.  
• Prestige:  
Involves complex statistics and data 
analysis which is considered valuable and 
impressive because of the lack of 
understanding of the arithmetic involved. 
• Can be misleading:  
Researcher’s opinions and bias are likely to 
impact quantitative approaches to gathering 
information. 
 
3.6.2 Qualitative research 
Babbie and Mouton (2014) describes qualitative research as a “scientific method of 
observation to gather non-numerical data”. Bryman, Bell, Hirschson, Dos Santos, du Toit, 
Masenge, Van Aardt, and Wagner (2018) adds to this description and explains that the data 
is collected in the form of words, actions and observations.  Qualitative research is sensitive 
to human interaction and meaning that arises from it in a specific context (Savin-Baden & 
Major, 2013). Methods used in qualitative research are centred on subjectivity and inter-
subjectivity which implies that qualitative research uses knowledge gained from socially-
constructed meaning and seeks to understand phenomena through inductive research 
(Babbie, 2015). Creswell (2009) states that qualitative research provides the opportunity to 
understand perceptions of participants in a particular context. Queirós, Faria and Almeida 
(2017) agrees with this and explains that qualitative research is concerned with the 
characteristics of reality, in a particular context, that is not quantifiable and focuses on 
understanding and clarification of the dynamics of social relations. Hennink, Hutter and Bailey 
(2010) describes qualitative research as an approach that allows the detailed study of people’s 




visual methods, in-depth interviews, focus group discussions, content analysis and 
observation.  
 
3.6.3 Preferred methodology 
The study adopts a qualitative orientation and is positioned within the interpretive paradigm. 
The descriptive nature of qualitative methodology allows the researcher to build an intricate, 
holistic picture of the research problem (Creswell, 2009). Qualitative data collection is the 
preferred research approach and observation proved to be ideal in producing an intensive, 
detailed investigated case (Bryman, et. al, 2018). Savin-Baden and Major (2013) describes 
observation as “a systematic process of collecting information, in which researchers observe 
a given phenomenon in their natural environment”. Babbie (2015) explains that social research 
has an exploratory purpose to provide reasons for phenomena in terms of underlying 
relationships. The study is therefore exploratory in nature (Wiid & Diggines, 2009).   
 
3.7 Population and sampling 
 
3.7.1 Population  
Explorable.com (2009) defines a research population as “a large collection of individuals or 
objects that is the main focus of a scientific query”.  Goddard and Melville (2007) explains that 
a population includes a set of entities in which all the measurements of interest to the 
practitioner or researcher are represented. The population is therefore the public that the 
researcher would like to generalise the study findings to. There are two types of populations 
in research, according to Goertz and Mahoney (2012), namely the target population and the 
accessible population. Table 3.2 illustrates the differences between the target population and 
the accessible population.  
 
Table 3.2: Differences between target population and accessible population adapted from 
Goertz & Mahoney (2012) 
Target population Accessible population 
• Group to which the researcher is interested in 
generalising the conclusions. 
• Variable characteristics. 
• Also known as the “Theoretical population”.  
• Group in research to which the researcher 
can apply their conclusions.  
• Subset of the target population. 
• Also known as the “Study population”.  
 
The target population in this study was public transport entities that actively or passively use 
social media because that is where the researcher is interested in generalising the conclusions 
to.  The accessible population was the Tweets engaging with the official Gautrain Twitter 




Tweets from the official Gautrain Twitter account and 3050 Tweets mentioning the Gautrain 
Twitter (‘@TheGautrain’) account directly (either through responses, replies or direct Tweets) 
(TheGautrain Twitter Page, 2020).  
 
3.7.2  Sample 
Braun and Clarke (2013) defines a sample as “a portion of the population that is representative 
of the population”.  A sample is therefore “a group of people, objects, or items that are taken 
from a larger population for measurement” (Mugo, 2002).  A sample is a subset of the 
population. This means that the sample is the accessible population which is a subset of the 
target population as illustrated in Table 3.2 (Goertz & Mahoney, 2012).   
 
3.7.3 Sampling 
Sampling is the method of selecting units (or subsets) from a target population in a research 
study in order to generalise the results back to the target population (Trochim, 2020). DeCarlo 
(2018) explains that sampling is a sequential process that flows from identifying the target 
population to developing a sampling to the identification of an accessible sample. Figure 3.1 
illustrates the flow in the sampling process. 
 
 
Figure 3.1: Flow in the sampling process, adapted from DeCarlo (2018) 
 
The two main methods of selecting a sample are probability and non-probability sampling 
(Braun & Clarke, 2013). Probability sampling is a method of sampling that employs a form 
of random selection (Trochim, 2020). A random selection method requires a predetermined 
process or procedure to ensure that the different units in the target population have equal 
chances of being selected as the study’s sample (Wiid & Diggines, 2009). This means that 
everyone from the target population has a known and equal chance of being selected to 













A: Target population 
Theoretical public that the researcher would like 
to generalise the study findings to. 
B: Sampling frame 
A real or hypothetical list of individuals or objects 
from which a researcher will draw the sample. 
C: Sampling approach 
- Probability/non-probability 
- Purposive/convenience/ judgement/random 
D: Accessible population or Sample 
Study population in research to which the 




not a product of a method of random selection. A non-probability sample is usually selected 
on the basis of availability or by the judgement of the researcher (Explorable.com, 2009). This 
means that non-probability sampling permits the researcher to identify which sample would 
be suitable to answer the research questions (Yin, 2014).  Non-probability sampling is often 
applied to qualitative research to investigate and identify deeper insights into phenomena 
(Goertz & Mahoney, 2012). This method was also sufficient as the researcher was bounded 
by time and money, making it practically impossible to randomly sample the entire population 
(Explorable.com, 2009).    
 
Non-probability sampling was selected as suitable for a qualitative study to gain deeper 
insights based on the personal judgement of the researcher. The sample consists of the 
Tweets engaging with the official Gautrain Twitter account during the specific time period of  
7 September 2019 to 7 October 2019.  The period selected was during a difficult time when 
the COJ cut the Gautrain Sandton station’s water supply due to non-payment of municipal 
accounts by the property owner. This is a relevant period for the study as public-private 
stakeholders utilised social media, particularly Twitter, to voice their opinions, raise their 
concerns engage in dialogue with one another, and with the official Gautrain account in the 
public sphere.  
 
There are five types of non-probability samples including convenience sampling, consecutive 
sampling, snowball sampling, quota sampling and purposive sampling (Hennink, Hutter & 
Bailey, 2010).  
 
Judgmental sampling, more commonly known as purposive sampling, involves the 
identification of subjects to be part of the sample with a specific purpose in mind (Trochim, 
2020).  Braun and Clarke (2013) explains that purposive sampling provides the ‘rich’ specific 
information required discover insights to answer the research question. The researcher 
believes that some subjects are more fit for the study compared to other individuals and they 
are therefore purposively chosen as subjects (Explorable.com, 2009).  
 
Purposive sampling was applied in this study and the following sampling criteria were used for 
the purposive sample: 
- Tweets for the time period of 7 September 2019 to 7 October 2019 
- Tweets from any Twitter user mentioning ‘@TheGautrain’ 
- Tweets engaging with the official Gautrain Twitter account 
- Replies from the official Gautrain Twitter account 




- Tweets that used multi-media (including videos, images, graphic interchange formats 
and links) were excluded from the sample 
- Spam was excluded from the sample  
- Direct messages were excluded from the sample 
- Retweets were excluded from the sample 
 
The purposive sample comprised of 3383 Tweets. This included (TheGautrain Twitter Page, 
2020): 
- 333 Tweets from the official Gautrain Twitter account – 
o 65 Tweets 
o 268 replies 
- 3050 Tweets mentioning the Gautrain Twitter (‘@TheGautrain’) account directly (either 
through responses, replies or direct Tweets).  
  
3.8 Research design 
 
Bryman, et al. (2018) defines research design as “a framework for collecting and analysing 
data”. Creswell and Poth (2018) further explains that the research design is ‘the glue’ that 
holds the research project intact.  Creswell (2009) purpose of a research design is to ensure 
that the evidence collected enables the researcher to effectively address the research problem 
as clearly and understandably as possible.  The research study is exploratory and an 
exploratory research design with a qualitative methodological orientation was identified as 
ideal research methods to use to select Tweets for the study. Exploratory research intends to 
explore the research questions and has no purpose to propose concluding and decisive 
solutions to existing problems (Saunders, Lewis, & Thornhill, 2012).  
 
3.9 Data collection 
 
Wiid and Diggines (2009) defines data collection as “recording or assembling the data 
acquired using the research design method. Boyd (2012) explains that thee evolution in 
technology and electronic media is bridging geography, connecting communities and is 
causing a transformation in societies.  Electronic media including posts on social media sites, 
emails, blogs and user Web pages have extended the data that qualitative researchers can 
gather and analyse (Schreier, 2012; Baxter & Jack, 2008). 
 
The reliable application twDocs was used to collect the data from Twitter. twDocs was suitable 




in Tweets over a specified time period (twDocs.com, 2020; Buckingham, 2013). Moreover, 
twDocs then saves tweets in an Excel format to make the storage and analysis of tweets 
possible.  
 
The advantages of using twDocs (twDocs.com, 2020) software includes the option of bulk 
download, data can be extracted in any computer-readable format, and the software provides 
links and additional references related to the Tweets (Banda, 2018). A disadvantage is that 
TwDocs costs US$46.00 (or R 663.00) per month when more than 10 tweets need to be 
downloaded.  
 
The Tweets were downloaded according to two criteria, the official Gautrain account Tweets 
and the mentions of the Gautrain account name. It must be noted that Twitter only allows a 
maximum of 800 account mentions per day over a period of seven days. Therefore, there were 
instances whereby some days the Gautrain mentions exceeded the maximum 800 Tweets 
permitted and some Tweets may have been omitted in the process. The downloads totalled 
to 333 official Gautrain account Tweets and 3050 Gautrain mentions. Mentions included 
replies to Tweets from the official Gautrain Twitter account. The extracted data was arranged 
and categorised in XLS format which is compatible with Microsoft Excel. 
 
3.10 Data analysis 
 
Shamoo and Resnik (2003) defines data analysis as “the process of systematically applying 
statistical and/or logical techniques to describe and illustrate, condense and recap, and 
evaluate data”. Simply stated, it is the process of interpretation of the data collected for the 
study as well as the section wherein the researcher answers the research question (Keyton, 
2010; Braun & Clarke, 2013). The purpose of data analysis is to organise and produce 
meaning from the data collected in order to draw representative conclusions (Polit & Beck, 
2006). 
 
Quantitative research focuses on obtaining data in a numerical form which is quantifiable and 
can sorted into categories or measured in units of measurement (McLeod, 2019). Descriptive 
and inferential statistical techniques are used to analyse data from quantitative research with 
the aim to describe patterns, relationships, and connections (Punch, 1998). Quantitative data 
is therefore information about quantities and numbers.  
 
Denscombe (2010) explains that qualitative descriptions play a significant role of suggesting 




rich in data to depict a comprehensive picture. Denzin and Lincoln (1994) explains that 
qualitative research, on the other hand, is exploratory and involves an interpretive, naturalistic 
approach to its subject matter. Qualitative research is used to explore and identify the reasons 
of how and why things happen (Skillsyouneed.com, 2019).  Various techniques for qualitative 
data analysis can be used to make sense of the data collected including content 
analysis, grounded theory, thematic analysis and discourse analysis (Glaser, Strauss & 
Strutzel, 1968; Braun & Clarke, 2006; McLeod, 2019).  Schreier (2012) and Baxter and Jack 
(2008) describe qualitative content analysis as a suitable method for describing material that 
involves some degree of interpretation, making it applicable to a variety of research materials 
including entries on social networking sites.  Social network entries and the coding of content 
into themes is an analysing technique similar to that of analysing focus groups or interview 
transcripts whereby the researcher interprets the data and gives voice and meaning around a 
research topic (Baxter & Jack, 2008).  
 
Qualitative content analysis was identified as the most suitable method to analyse the Tweets 
for the research study. Bengtsson (2016) elaborates on the versatility of content analysis, 
explaining that the method can be applied to all forms of written texts no matter where the 
material comes from. Qualitative content analysis was used to describe the Gautrain Tweets 
and mentions in order to identify patterns and meanings that would provide answers the 
research questions.  Qualitative content analysis involves the presentation of data into words 
and themes, allowing the researcher to gain an understanding and draw interpretation of the 
results (Bengtsson, 2016).  
 
The first step in qualitative data analysis is coding (Baxter & Jack, 2008). Coding is a technique 
of categorising of the meaning of data collected (Ryan & Bernard, 2003).  A code is a tag to 
categorise or label a concept or a value found in a narrative or text (Glaser & Strauss, 1968; 
Dey 1993; Ryan & Bernard, 2003). The first step in coding is called open coding.  Open coding 
is the process of applying concepts or codes to the data observed (Strauss, 1987; Strauss & 
Corbin, 1990). Open coding aims to create substantial codes to describe, name or classify the 
phenomenon under consideration (Flick, 2009). Data is classified into meaningful expressions 
and described in single words or short sentences (see Annexure C: @TheGautrain Tweets 
being coded into categories and themes). 
 
Strauss and Corbin (1990) describes the second phase of coding as axial coding. This is also 
known as theoretical coding (Charmaz, 2008) or focused coding (Flick, 2009). Axial coding is 
a more structured form of coding and involves the process of linking relationships between 




focus of axial coding is on a category (or the phenomenon) in relation to the four following 
aspects (Vollstedt & Rezat, 2019): 
 
a.  Fundamental conditions  
The phenomenon is categorised with respect to events or occurrences that result in the 
appearance (or development) of the phenomenon.  
b. The context  
The context refers to the specific set of characteristics which serves as the foundation of 
the categorisation of the phenomenon.  
c. Intervening strategies 
Intervening strategies refers to the universal conditions that have an impact on the action 
and interaction strategies. These include, time, space, culture, socioeconomic status, 
technological status, career, history, and individual biography.  
d. Action or interaction strategies  
The phenomenon occurs in a certain context or under specific circumstances.  
 
Axial coding was used in this study to relate the identified open codes into themes and 
concepts which are similar to those identified in the literature review (see Annexure C: 
@TheGautrain Tweets being coded into categories and themes). Figure 3.2 below illustrates 







Theme 1: Events 
Theme 2: Promotions and 
competitions 
Theme 3: Motivational 
Theme 1: Operational 
announcements 
Theme 2: Current affairs 
Theme 1: General queries 
Theme 2: Complaints 
Theme 3: Compliments and 
appreciation 
 
Figure 3.2: Themes used to analyse data 
 
The final step in the coding process is selective coding. Selective coding is the process of 
identifying core categories and linking all other categories to these core categories (Flick, 
2009; Strauss & Corbin, 1990). The results from the axial coding process are further explained, 
integrated, and validated with the aim to produce a single storyline around that serves as a 
core overarching theory around which all the other categories are integrated (Ezzy, 2002; 
Vollstedt & Rezat, 2019; Strauss & Corbin, 1990). The new themes identified using axial 




@TheGautrain Tweets being coded into categories and themes). The Tweets for this study 
were analysed and coded according to three categories: 
 
1. Social media-based dialogue; 
2. Updates; and  
3. Service delivery communication 
 
Braun and Clarke (2006) defines thematic analysis as “a method for identifying, analysing, 
and reporting themes within data”. The purpose of thematic analysis is to uncover themes and 
patterns from data collected for a research study (Banda, 2018). A theme captures something 
noteworthy about the information in relation to the research question and characterises some 
level of patterned response, or meaning, within the data set (Braun & Clarke, 2006). Codes or 
themes in thematic analysis refer to patterned meaning acquired from the data in relation to 
the research questions (Guest, Bunce & Johnson, 2006). Thematic analysis requires the 
researcher to immerse themselves in the data and understand the information (Braun & 
Clarke, 2006; Miles & Huberman, 1994). Terms, or concepts, that arise frequently in the data 
are identified and referred to as codes. Themes are identified based on the codes and the 
codes are then categorised within the identified themes (Guest, Bunce & Johnson, 2006). The 
themes are reviewed and revised followed an analysis in relation to the literature review and 
the research questions (Guest, Bunce & Johnson, 2006).  
 
The advantages and disadvantages of thematic analysis is illustrated in table 3.3 below 
(Guest, Bunce & Johnson, 2006; Braun & Clarke, 2013; Saldana, 2009): 
 
Table 3.3: Advantages and disadvantages of thematic analysis adapted from Guest, Bunce 
and Johnson (2006); Braun and Clarke (2013); Saldana (2009) 
Advantages Disadvantages  
- Theoretical and flexible research design 
-  Researchers can apply various theories 
across a variety of methodologies. 
- Suited to analyse large data sets. 
- Themes supported by data. 
- Applicable to research questions that go 
beyond an individual's experience. 
- Allows for logical or rational development of 
codes and themes from data collected. 
- Thematic analysis may miss distinct data if the 
researcher uses thematic analysis in a 
theoretical vacuum. 
- Flexibility makes it difficult for beginner 
researchers to identify main aspects of data to 
focus on. 
- Inadequate interpretive power if analysis is not 
grounded in a theoretical framework. 
- Difficult to preserve a sense of continuity of 
data in individual accounts (focus on 
identifying themes across data). 
 
Miles and Huberman (1994) developed a three-step model of qualitative data analysis which 





Figure 3.3: Three-step model of qualitative data analysis, adapted from Miles & Huberman 
(1994) 
 
This study used thematic analysis based on Miles and Huberman’s (1994) three-step model 
to uncover insights from the data collected (See Annexure B: Codebooks for Gautrain Tweets). 
Figure 3.4 below illustrates how Miles and Huberman’s (1994) three-step model was applied 
in the study.  
 
 
Figure 3.4: Application of the three-step model of qualitative data analysis, adapted from 
Miles & Huberman (1994) 
 
3.11 Reliability and validity 
 
Reliability and validity are concerns for quantitative studies. Miller, Park, Sattler, Schack, 
Spery, Widhalm and Palmquist (2005) describes validity as a term given to the degree to which 
a study “accurately reflects or assesses the specific concept that the researcher is attempting 
to measure”.  Healy and Perry (2000) explains that validity refers to how well a test measures 
what it is supposed to measure. Long and Johnson (2002) concludes that validity therefore 




which the findings truthfully reflect the data where reliability”, as explained by Keyton (2010), 
describes consistency within the everyday investigative procedures.  
 
While reliability and validity are concerns for quantitative studies, different criteria are used for 
qualitative designs. Babbie and Mouton (2014) explains that unless a study is credible, 
transferable, dependable and confirmable it cannot be considered reliable or trustworthy. This 
study was conducted in consideration of the four aspects identified by Guba and Lincoln 
(1981) as alternative standards for establishing rigour and quality research within the 
qualitative approach: 
 
3.11.1 Credibility/trustworthiness  
Struwig and Stead (2013) explains that research can only be regarded as of ‘true value’, 
trusted, believed as credible and the evidence acceptable if trustworthiness can be proven. 
To ensure the establishment of trustworthiness and credibility of the thematic research, the 
study followed the three-step model of qualitative data developed by Miles and Huberman 
(1994).   
 
3.11.2 Transferability  
The researcher supplied a highly detailed description of the situation and methods to improve 
the degree in which the research can be transferred to other contexts. Replicability is 
enhanced by using code memos, also known as codebooks or coder instruction sheets with 
category definitions and coding rules (see Annexure B: Codebooks for Gautrain Tweets). 
 
3.11.3 Dependability  
Braun and Clarke (2013) describes a pilot study as a “pre-test on a small sample in order to 
determine the feasibility of the study to identify how particular factors can affect the results in 
order to change the factors accordingly”. Babbie and Mouton (2014) argues that there could 
be no credibility without dependability and therefore a pilot study was conducted on the 2 
September 2019 (See Annexure A: Pilot study sample from 2 September 2019). The date was 
suitable for a pilot study as many private-public stakeholders engaged with the Gautrain on 
Twitter due to protest actions affecting the services of the Gautrain. Therefore, a suitable 
sample size for a pilot study could be accessed. To enhance dependability, the sampling 
criteria for the pilot study was identical to the sampling criteria used for the study as explained 
in section 3.7.3 above. 
 
Purposive sampling was applied to the pilot and the following sampling criteria were used for 




- Tweets for the time period of 2 September 2019 
- Tweets from any Twitter user mentioning ‘@TheGautrain’ 
- Tweets engaging with the official Gautrain Twitter account 
- Replies from the official Gautrain Twitter account 
- Paid Tweets from the official Gautrain Twitter account 
- Tweets that used multi-media (including videos, images, graphic interchange formats 
and links) were excluded from the sample 
- Spam was excluded from the sample  
- Direct messages were excluded from the sample 
- Retweets were excluded from the sample 
 
The purposive sample for the pilot study comprised of 108 Tweets. This included (TheGautrain 
Twitter Page, 2020): 
 
- 20 Tweets from the official Gautrain Twitter account – 
o 8 Tweets 
o 12 replies 
- 88 Tweets mentioning the Gautrain Twitter (‘@TheGautrain’) account directly (either 
through responses, replies or direct Tweets).  
The pilot study determined and verified the efficiency of the research method. 
 
3.11.4 Confirmability 
According to Babbie and Mouton (2014) confirmability is the degree to which the findings are 
the focus of the research and not biased by the researcher.  Each process was reported in 
detail which will enable an external researcher to repeat the study and achieve similar results. 
An audit trail has been completed throughout the study to demonstrate how each decision 
was made.  
 
3.12  Ethical considerations 
 
Ethics in research provide the guidelines for responsible conduct of research (Resnik, 2011). 
It educates and regulates the researchers in the implementation of research in order to ensure 
a high ethical standard.  Keyton (2010) explains that ethics are an essential aspect of the 
research process, aiming to ensure that the interests of the research participants are 
protected, and the research is perceived as credible by those who seek to replicate it.  The 
research was conducted in adherence to the Code of Academic and Research Ethics as 




The continuously increasing popularity of social networking sites offers researchers unique 
opportunities to study human engagements and experiences (Rivers, Lewis & Marmagas, 
2014). There were no ethical considerations in downloading Tweets as it did not involve 
physical human participants. Fiesler and Proferes (2018) explains that ethics guidelines, under 
non-digital circumstances, suggest that gathering data from a public space where people could 
be expected to be observed by strangers, to a reasonable extent, is considered appropriate 
even without informed consent.  According to these guidelines, the researcher did not require 
permission to download Tweets from the official Gautrain Twitter account and its Twitter 
community since it is a public social media account and the Tweets are published by users for 
the purpose of sharing with others (Fiesler & Proferes, 2018).   
 
The researcher informed the Gautrain Management Agency (GMA) of their intention to 
implement the prospective research study before commencing (see Annexure D: Information 
Sheet for a Prospective Participant).  The researcher obtained consent from the GMA to 
download all Tweets engaging with the official Gautrain Twitter (see Annexure E: Signed 
informed consent form).   A consent form is a document that contains information about the 
purpose of the research study and offers the participant the option to approve or deny consent 
for the research to proceed (Keyton, 2010; Braun & Clarke, 2013).  An authentic Twitter 
downloading tool from twDocs.com was purchased in order to guarantee the legitimacy of the 
data collection method. The downloads were saved on a computer, on Microsoft OneDrive 
and on an external hard drive to ensure that data was not lost in the case of theft, computer 




This chapter discussed and explained the research approach used and research design 
adopted for the study. The research study is exploratory and an exploratory research design 
with a qualitative methodological orientation was identified as ideal research methods to use 
to select Tweets for the study. Qualitative data collection was selected as the preferred 
research approach and observation proved to be ideal in producing an intensive, detailed 
investigated case (Bryman, et. al, 2018).   
 
Non-probability sampling was selected as suitable for this qualitative study. The sample 
consisted of the Tweets engaging with the official Gautrain Twitter account during the specific 
time period of 7 September 2019 to 7 October 2019.  The total purposive sample comprised 
of 3383 Tweets. This included 333 Tweets from the official Gautrain Twitter account and 3050 




responses, replies or direct Tweets) (TheGautrain Twitter Page, 2020).  Qualitative content 
analysis was used to describe the Gautrain Tweets and mentions to identify patterns and 
meanings that would provide answers the research questions. The study applied thematic 
analysis based on Miles and Huberman’s (1994) three-step model to uncover insights from 
the data collected from the Tweets.  The researcher ensured that the research was conducted 
in adherence to the Code of Academic and Research Ethics as approved by the UJ Research 




CHAPTER 4: FINDINGS AND INTERPRETATION 
 
4.1  Introduction 
 
As mentioned in the previous chapter, the aim of the study was to establish how Twitter is 
used as strategic communication tool to engage with public-private stakeholders and form 
strategic partnerships for the Gautrain project. This chapter contains a detailed discussion and 
explanation of the findings of the study. An exploratory research design with a qualitative 
methodological orientation was applied to select Tweets for the study.  
 
The sample consisted of the Tweets engaging with the official Gautrain Twitter account during 
the time period of 7 September 2019 to 7 October 2019.  The total purposive sample 
comprised of 3383 Tweets which consisted of 333 Tweets from the official Gautrain Twitter 
account and 3050 Tweets mentioning the Gautrain Twitter (‘@TheGautrain’) account directly 
(either through responses, replies or direct Tweets) (TheGautrain Twitter Page, 2020).  
 
Thematic analysis the three-step model of qualitative data analysis as described by Miles and 
Huberman (1994) was used to identify patterns and meanings that would provide answers the 
research questions. By grouping together codes with similar meanings, eight themes and three 
categories emerged from the data.  Data is presented by arranging themes according to the 
highest frequency in a descending order to the lowest frequency.  
 
4.2 Category 1: Social media-based dialogue  
 
Social media-based dialogue is defined as “a broader public interaction on social media-based 
brand communities” (Zaglia, 2013). Social media-based dialogue reduces the barrier for 
participation and encourages the accessibility of stakeholder engagement (Jensen, 2014). In 
this chapter, social media-based dialogue encompasses of conversations including 
communication on events, promotions and competitions and motivational quotes that drive 
interactions and participation ultimately resulting in the generation of ideas and relationships. 
A summary of Category 1: Social media-based dialogue and its related themes is illustrated 









Table 4.1: Category 1: Social media-based dialogue and supporting themes (TheGautrain 
Twitter Page, 2020) 
Category 1: Social media-based dialogue 
Theme Operational definition Frequency Example of Tweet 
Events  
Partnerships related to 
events, including exhibitions, 
activations and social events  
413 
"Leave your car at home and catch the 
Gautrain to the @SAAFMuseum Air 
Show   today 7 September 2019. 
Spectacular aerial displays and vintage 
aircraft await aviation enthusiasts. Ride 
the Gautrain to Centurion, then catch a 
FREE midibus ride to Swartkop Air 





added offerings for Gautrain 
stakeholders. 
273 
"RT @ebbsterr: Top travel tip if you 
like your bags wrapped when flying -  
the @TheGautrain Sandton station 
offers free baggage wrapping for 
commuters" 
Motivational 




"If not us, who? If not now, when?" - 
John F Kennedy #MondayMotivati  
#GautrainJourneys  " 
 Total 709  
 
The above table illustrates the themes for the social media-based dialogue category including 
the sharing of information on existing partnerships and events, promotions and value-added 
offerings for Gautrain stakeholders and motivational gestures of appreciation and 
encouragement. These themes are a result of two-way communication between Gautrain and 
its stakeholders. These interactions also came in form of media files including graphic interface 
formats (gifs), videos and photos. The themes are discussed below. 
 
4.2.1 Theme 1: Events 
The theme of events include communication on events, exhibitions and activations as well as 
communication on activities or information of any project-based, strategic or social partnership 
of the Gautrain. Nisar and Whitehead (2016) defines events as “occasions that let brands 
engage in a high-touch environment where deeper connections between brands, customers, 
vendors, prospects, and partners can be forged”. 
 
Gautrain communicated several Tweets about partnerships for events with DStv International 
Food and Music Festival, the South African Air Force (SAAF) Museum annual air show and 
Comic Con at Gallagher Convention Centre. A typical message regarding events is illustrated 
in Figure 4.1 below where it is communicated that Gautrain will be providing a dedicated bus 
service from Midrand station to the Kyalami Race track for commuters who wish to use the 





Figure 4.1: Tweet illustrating partnership for an event between Gautrain and DStv 
(TheGautrain Twitter Page, 2020) 
 
The majority of the stakeholders engaged with the messages on events with the objective of 
obtaining more information on the services offered, times and costs as illustrated in the Tweets 
in Figure 4.2 below.  
 
 
Figure 4.2: Tweets illustrating stakeholder engagement with Gautrain about events 
(TheGautrain Twitter Page, 2020) 
 
It was found that events are a platform utilised by the Gautrain to engage with its followers.  
Literature confirms these findings and emphasises that events attract stakeholders’ attention 
and engagement (Aaker, 2007). Langaroodi and Arbatani (2015) agrees with this statement 
and adds organisations need to communicate regularly on events to attract stakeholders and 




4.2.2 Theme 2: Promotions and competitions 
Promotions and competitions, for the purpose of this study, is defined as “the communication 
on value-added offerings for Gautrain stakeholders”. Stakeholders were encouraged to 
engage with the messages and to utilise relevant hashtags including ‘#GautrainLifestyle’, 
‘#GautrainCosplayer’ and ‘#GetToDstvDelicious’ as illustrated in Figure 4.3 below. 
 
 
Figure 4.3: Tweet illustrating competition for the DStv Delicious Festival (TheGautrain Twitter 
Page, 2020)  
 
The majority of the stakeholders engaged with the messages, promotions and competitions 
with the objective of winning a ticket to an event as illustrated in Figure 4.4 below.  
 
 
Figure 4.4: Tweet illustrating engagement with a competition (TheGautrain Twitter Page, 
2020) 
 
It was found that the Gautrain utilised communication about promotions and competitions on 
Twitter to engage with its followers and promote the value-added offerings the service has to 




literature again confirms these findings and emphasises that promotions and competitions 
attract stakeholder’s attention and engagement (Aaker, 2007).  
 
4.2.3  Theme 3: Motivational 
For the purpose of this study, motivational communication will be defined as “expressions and 
gestures of appreciation and encouragement”. People turn to a motivational quote for 
inspiration when things get tough. Moran (2015) explains that humans are motivated beings 
that respect role-models and leaders. Posting motivational, and meaningful, messages to 
inspire stakeholders can create goodwill and favourable attitudes towards the organisation 
and brand. Only 17 Tweets were posted about motivational messages as illustrated in  
Figure 4.5 below. 
 
 
Figure 4.5: Tweet illustrating motivational message on Heritage Day (TheGautrain Twitter 
Page, 2020) 
 
Stakeholders were encouraged to engage with the motivational messages and use the 
Gautrain service to visit South African heritage sites to celebrate Heritage Day. It was found 
that the Gautrain utilised motivational messaging through Twitter not only to engage with its 
followers, create goodwill and build long-term partnerships with public and private 
stakeholders. This is confirmed by Maron’s (2015) statement that well-structured motivational 
messages that use strong imagery (such as in Figure 4.5) can appeal to aspirational nature of 





4.2.4 Overall interpretation of Category 1: Social media-based dialogue 
Based on the findings on the themes above and the consulted literature, it can be noted that 
social media-based dialogue plays a significant role in the engagement between the Gautrain 
and its stakeholders on Twitter. Communication on partnerships and events, including the use 
of trending topics and hashtags, encourages stakeholder engagement. Promotions, and 
competitions, provide an easy platform for engagement and interaction from stakeholders.  
Motivational messaging was used to provide inspiration and words of encouragement to 
stakeholders, not necessarily with the objective of increasing engagement, but to create 
favourable impression of the brand and to create long term stakeholder relationships.  
 
Social media-based dialogue on Twitter, in particular messages about events, promotions, 
competitions and motivational messaging, can therefore be identified as strategic 
communication tools to encourage engagement with public-private stakeholders and form 
strategic partnerships for the Gautrain. This is confirmed by literature emphasising the 
importance of regular communication on events; promotions and competitions and 
motivational or aspirational messaging in attracting stakeholders’ attention and engagement 
(Aaker, 2007; Langaroodi & Arbatani, 2015; Moran, 2015).   
 
4.3 Category 2: Updates 
 
Updates, for the purpose of this study, is defined as “communication channels and information 
circulation between the Gautrain and its Twitter community particularly pertaining to current 
affairs”. Twitter has been identified as the most popular social media platform used for the 
distribution of breaking news to stakeholders (Masip, Ruiz-Caballero & Suau, 2019). A 
summary of Category 2: Updates and its related themes is illustrated in Table 4.2 below: 
 
Table 4.2: Category 2: Updates and supporting themes (TheGautrain Twitter Page, 2020) 
Category 2: Updates 
Theme Operational definition Frequency Example of Tweet 
Operational 
announcements 
Alerts and updates to 
inform stakeholders on to 
new and existing Gautrain 
operational issues such 
train and bus service 
delays. 
96 
"Please note that we are 
experiencing delays on the North-
South line. Two trains are delayed by 
approximately 20 minutes and other 
trains on this line are delayed by 6 
minutes. We apologise for the delay." 
Current affairs 
Communication on current 
affairs pertaining to 
Gautrain services, 
operations, value added 
offerings as well as other 
688 
"@mommy_snoogums 
@CityPowerJhb The Gautrain water 
bill is paid up to date with the City of 
Johannesburg. The City of 




public transport affairs 
particularly focusing on 
the water issue at Sandton 
station 
(which is the owner and landlord) 
need to urgently resolve the matter 
between themselves which 
apparently relates to Cedar Park's 
debt to the City of Johannesburg."  
 Total 784  
Operational announcements and current affairs are the themes for the Updates category as 
illustrated in the table above. The themes are discussed below. 
 
4.3.1 Theme 1: Operational announcements 
Operational announcements, for the purpose of this study, refers to alerts and updates to 
inform stakeholders on to new and existing Gautrain operational issues such train and bus 
service delays. Li (2013) and Lomborg (2013) explain that announcements bring stakeholders 
together through the provision of information regarding their welfare, needs and wants. 
Announcements from the Gautrain Twitter account, specifically on operational issues including 
as train or bus delays, allow the stakeholders to receive current information related to the 
Gautrain services as illustrated in Figure 4.6 below.  
 
 
Figure 4.6: Tweet illustrating announcement on operational issues (TheGautrain Twitter Page, 
2020) 
 
Operational announcements also included the service delivery issues due to external factors 






Figure 4.7: Tweet illustrating service delivery announcement due to external factors 
(TheGautrain Twitter Page, 2020) 
 
It was found that the Gautrain utilised announcements not necessarily to engage with 
stakeholders, but mainly to communicate operational issues that have service delivery impact.   
Li (2013) and Lomborg (2013) explain that announcements bring stakeholders together 
through the provision of information regarding their welfare, needs and wants. The Gautrain 
Twitter account, as illustrated on the findings above, has been consistent in releasing 
information in form of announcements.  This is confirmed by literature that states that 
announcements on operational issues ensures the continuous circulation of information and 
that the organisation, stressing that the organisation should not withhold information or delay 
in responding or providing replies (Nambisan & Baron, 2010).   
 
4.3.2  Theme 2: Current affairs 
For the purpose of this study, current affairs will be defined as “communication on current 
affairs pertaining to Gautrain services, operations, value added offerings as well as other 
public transport affairs particularly focusing on the water issue at Sandton station”. There has 
been an increase in the consumption of news on the internet, partly due to the circulation of 
media articles on social media platforms such as Twitter (Nielsen, 2018).  Lomborg (2013) 
explains that communication on news and current affairs are the most important social media 
aspects as these allow stakeholders to continuously benefit from the surge of activity in their 
network neighbourhood. Nielsen (2018) agrees with this statement and adds that online 
communication and the exchange of information can provide stakeholders opportunities of 
knowledge sharing which leads to a more inclusive society.  
 
The majority of the Tweets (661) under the theme of Current affairs from the Gautrain Twitter 
account for the period of 7 September 2019 to 7 October 2019 were about the issue of the 




payment of municipal accounts by the property owner (Cedar Park Properties) as illustrated 
in Figure 4.8 below.  
 
 
Figure 4.8: Tweet illustrating update on current affairs on water supply (TheGautrain Twitter 
Page, 2020) 
 
There were also 27 Tweets about other Gautrain value-added service offerings and messages 
from other public transport partners and stakeholders as illustrated in Figure 4.9 below. 
 
 
Figure 4.9: Tweet illustrating newsfeed on public transport affairs (TheGautrain Twitter Page, 
2020) 
 
Technological innovation has caused a shift in the way in which stakeholders have access to 
information (Nielsen, 2018).  It was noted in the findings that the Gautrain did not make any 
official announcement on the Gautrain Twitter account about the water outage at the Sandton 
station. The organisation, instead, opted to respond to every query directly raised to them on 






Figure 4.10: Tweets illustrating individual responses to queries on water outage (TheGautrain 
Twitter Page, 2020) 
 
Nielsen (2018) explains that journalists are active consumers of media through traditional and 
social media channels. Participating in the sharing of news and current affairs can be 
considered as ‘acts of engagement’ with matters of public interest (Masip, Ruiz-Caballero & 
Suau, 2019). It was found that other organisations, including radio stations, interviewed 
executives from the Gautrain Management Agency (GMA) and shared the relevant content on 
their Twitter platforms as illustrated in Figure 4.11 below.   
 
  
Figure 4.11: Tweet from radio station on interview with Gautrain executive (TheGautrain 




Individuals tend to trust information from sources identified as ‘reliable’ (Nielsen, 2018). 
Nielsen (2018) explains that information published through a recognised source will more 
probably be read and distributed. The official Gautrain Twitter account was not tagged or 
mentioned in the posts as illustrated in Figure 4.11 above.  Stakeholders are mainly interested 
in engaging with organisations with regards to expressing their opinions or distributing news, 
but they also expect organisations to be interactive and experience a sense of fulfilment when 
collaboration takes place (Masip, Ruiz-Caballero & Suau, 2019). The Tweets initiated 




Figure 4.12: Response to Tweet from radio station on interview with Gautrain executive 
(TheGautrain Twitter Page, 2020) 
 
 
Figure 4.13: Response to Tweet from radio station on Gautrain Sandton water issue 
(TheGautrain Twitter Page, 2020) 
 
There were stakeholders that criticised the Gautrain project and supported the disconnection 





Figure 4.14: Tweet illustrating criticism towards the Gautrain project (TheGautrain Twitter 
Page, 2020) 
 
Nielsen (2018) explains that the ideal state of the public sphere acts as a “communicative, 
interpretative, mediating, and negotiating platform between the organisation and its 
stakeholders”. The Tweets that criticised Gautrain were responded to by other stakeholders 
that exhibited support for the Gautrain as illustrated in Figure 4.15 below.  
 
 
Figure 4.15: Tweet illustrating response in support for the Gautrain project (TheGautrain 
Twitter Page, 2020) 
 
It was found that Gautrain did not issue any official communication regarding the outcome of 
the court case against the COJ on its Twitter account. A media conference was held at the 
GMA offices and the public partner, and owner, of the project, the Gauteng Department of 
Roads and Transport (GDRT), was responsible to make the official announcement to 
traditional news media journalists and on Twitter as seen in Figure 4.16 below.  
 
 
Figure 4.16: Tweet from GDRT announcing the outcomes of the court case (TheGautrain 




It was evident that journalists were again active consumers of media through traditional and 
social media channels (Nielsen, 2018). Various news media houses participated in 
communicating the outcomes of the court case and Gautrain’s victory on their Twitter pages 
as illustrated in Figure 4.17 below.  
 
 
Figure 4.17: Tweet from Daily Maverick regarding the outcomes of the court case 
(TheGautrain Twitter Page, 2020) 
 
The study found that Gautrain only posted one direct Tweet with regards to the issue of the 
Sandton station water outage thanking the passengers for their patience during the water cuts. 
In the content they also added that the organisation and the public partner, GDRT, apologises 
for any inconvenience caused. See Figure 4.18 below.  
 
 
Figure 4.18: Tweet from Gautrain thanking passengers for their patience (TheGautrain Twitter 
Page, 2020) 
 
Moran (2015) explains that humans are motivated beings that respect role-models and 




inspire stakeholders can create goodwill and favourable attitudes for the organisation. This 
message was positively received by the stakeholders as illustrated in Figure 4.19 below. 
 
 
Figure 4.19: Tweet from Gautrain passenger accepting apology  
 
It was found that the Gautrain utilised the communication of current affairs not necessarily as 
primary source to communicate information (through direct Tweets), but rather as source of 
response to engage with stakeholders on an individual basis as and when a targeted (or 
tagged) posts were made.  The Gautrain Twitter account, as illustrated in the findings above, 
has been consistent in releasing information in form of operational announcements and 
newsfeed on current affairs. This is confirmed by Nambisan and Baron (2010) that states that 
updates ensures that information remains in circulation and that the organisation should not 
withhold information or delay to issue replies. 
 
4.3.3 Overall interpretation of Category 2: Updates 
The ideal state of the public sphere acts as a “communicative, interpretative, mediating, and 
negotiating platform between the organisation and its stakeholders” (Nielsen, 2018).  Media 
competes for the attention of social media users, and social media users compete for the 
attention of other social media users producing a limited resource of stakeholder attention 
(Masip, Ruiz-Caballero & Suau, 2019).  The current online media environment must deal with 
a progressively growing number of sources of information, leading to an ‘economy of attention’ 
(Webster, 2011; Davenport & Beck, 2001). Thrall, Trevor; Berent, Donnelly, Herrin, Paquette, 
Wenglinski, and Wyatt (2008) explains that there are limited subjects that can command the 
public’s attention or the policy agenda for long due to the economy of attention. The ability to 
capture stakeholder attention is considered a skill of social media users (Van-Dijk & Poell, 
2013).  Based on the findings on the themes above and the consulted literature, it can be 
noted that updates plays a significant role in the engagement between the Gautrain and its 
stakeholders on Twitter.  
 
Online distribution of news and information has become influential in describing the agenda in 
the news world and, as such, in the public sphere (Nielsen, 2018). Announcements and 
newsfeeds provide an easy platform for engagement and interaction from stakeholders. 




Tweets or responses to queries, can therefore be identified as strategic communication tools 
to encourage engagement with public-private stakeholders and form strategic partnerships for 
the Gautrain. Gautrain utilises this tool with the aim to develop and maintain long-term mutually 
beneficial partnerships between the organisation and its public and private stakeholders.  
 
4.4  Category 3: Service delivery communication   
 
Service delivery communication, for the purpose of this research, is defined as “any form of 
enquiries, dissatisfactions, complaints, compliments or messages of appreciation aimed at the 
Gautrain project and its stakeholders”. Comprehensive changes in communication patterns in 
the modern society have led to a structural revolution of the public sphere (Habermas, 2006; 
Engelstad, 2017).  
 
Masip, Ruiz-Caballero and Suau (2019) describes the new existence of the public sphere on 
the internet (and social media platforms) as ‘digital’, ‘virtual’ and ‘online’.  Participation in the 
public sphere on the internet is open, always-on and freely accessible by stakeholders who 
show interest in discussing matters of mutual interest through a process that is fully 
transparent (Schäfer, 2015).  Baer (2016) adds that the stakeholder has the option to 
immediately express dissatisfaction, lay criticism or give compliments on social media through 
easily accessible mobile social media applications such as Twitter. A summary of Category 3: 
Member queries and its related themes is illustrated in Table 4.3 below. 
 
Table 4.3: Category 3: Service delivery communication and supporting themes (TheGautrain 
Twitter Page, 2020) 
Category 3: Service delivery communication 
Theme Operational definition Frequency Example of Tweet 
General queries 
General service delivery 
queries particularly those 
linked to funds on 
Gautrain cards, bus 
services, train service and 
use of the Gautrain 
system. 
1352 
"@KhutsoMatjee Good day, 
unfortunately we cannot transfer 
funds from one Gautrain card to 
another. Please register an account 
and link your card at 
https://t.co/QngYXgvkA2 to submit a 
refund claim online." 
Complaints 
Criticism and complaints 
against any Gautrain 
service offering. 
491 
"@ToyaVDS Good Day, we are sorry 
for your experience. If you 
experience discomfort on board the 
train, please alert a member of staff.  
Please also submit as much detail in 
terms of date, time, train/car number 








Expressions of and 
responses to expressions 
of gratitude towards 
Gautrain stakeholders 
53 
"@tamati_biskit Good day, Thank 
you for taking the time to share this 
positive feedback with us.  We will be 
sure to share this feedback with the 
team.  Should you wish to submit this 
on our official platform, please do so 
by visiting https://t.co/iZR7bN2M0H" 
 Total 1896  
 
The above table illustrates that general queries, complaints and compliments and appreciation 
are the themes for the service delivery communication category. The themes discussed below 
in the context of a digital public sphere.  
 
4.4.1  Theme 1: General queries 
General queries, for the purpose of this research, is defined as “service delivery queries 
particularly those linked to funds on Gautrain cards, bus services, train service and use of the 
Gautrain system”.  Engelstad (2017) explains that the digital public sphere has a double 
meaning; it is a virtual meeting place for open-minded dialogue amongst stakeholders and is 
a channel to share opinions and articulate interests in organisations.  Livingstone (2013) 
maintains that the current media environment is restructuring the structures by which 
stakeholders can engage in an “increasingly mediatised society”. It has transformed the 
method of interaction in the public sphere, leading to a new trend of engagement on 
microblogging websites such as Twitter (Ibrahim, Wang & Bourne, 2017).   Stakeholders can 
immediately raise a query with the organisation using Twitter as the communication channel 
as illustrated in Figure 4.20 below.  
 
 
Figure 4.20: Tweet illustrating general query (TheGautrain Twitter Page, 2020) 
 
Twitter has developed into a platform which is generally used by organisations to assist with 
the distribution of information related to general service queries (Gunawong, Thongpapanl & 
Ferreira, 2019). Gautrain responds to every stakeholder query directly raised to them on 






Figure 4.21: Tweet illustrating responses to service delivery query (TheGautrain Twitter Page, 
2020) 
 
It was found that the Gautrain utilised service delivery queries to communicate information 
(through replies and responses) and engage with stakeholders on an individual basis as and 
when a targeted (or tagged) posts were made. The Gautrain Twitter account, as illustrated in 
the findings above, has been consistent in responding to general service delivery queries. 
Social media provides numerous possibilities for stakeholders to voice their queries about 
service delivery in public (Gunawong, Thongpapanl & Ferreira, 2019). Gautrain utilises the 
strategy by effectively responding to each query raised individually (Einwiller & Steilen, 2015). 
 
4.4.2 Theme 2: Complaints 
Pownall (2015) states that stakeholders are very likely to rush to their smartphones or 
computers to voice their opinion and tell the world how terrible a service or product is. Social 
media has changed the dynamic of the customer-service complaint process, introducing 
democratic principles in the digital public sphere and giving power back to the stakeholders 
(Hagman, 2012).  Figure 4.22 shows one of the Tweets illustrating a complaint about the 
Gautrain service. 
 
Figure 4.22: Tweet illustrating complaint (TheGautrain Twitter Page, 2020) 
 
Highfield and Bruns (2016) refers to contemporary online stakeholders as active audiences. 
Companies are moving away from using carefully constructed messages in a highly controlled 
environment, describing the rise social media as a “revolution” for the platform of provision of 




engaging in unplanned, unscripted discussions as illustrated in Figure 4.23 below (Carpenter, 
2013).   
 
 
Figure 4.23: Tweet illustrating response to complaint (TheGautrain Twitter Page, 2020) 
 
Gillin and Schwartzman (2010) indicates that social media certainly makes listening easier. 
Ha and Yun (2014) adds to this stating that social media is transforming stakeholders and 
allowing them to be creators of content.  Gautrain utilised complaints to communicate 
information (through replies and responses) and engage with stakeholders on an individual 
basis as and when a targeted (or tagged) posts were made therefore complaints can be seen 
as a platform for driving engagement just like other discussed themes.  
 
4.4.3 Theme 3: Compliments and appreciation 
For the purpose of this study compliments and appreciation will be defined as “expressions of 
and responses to expressions of gratitude towards Gautrain stakeholders”. Scharia (2014) 
and Aaker (2007) explain that compliments and appreciations are good platform to create 
dialogue.  Many of the messages for this theme were direct Tweets from the Gautrain Twitter 
account complimenting and showing appreciation for various stakeholders and the roles they 





Figure 4.24: Tweet illustrating compliments and appreciation for teachers on World Teachers 
Day (TheGautrain Twitter Account, 2020) 
 
Other Tweets identified in this category were just general messages complimenting the 
Gautrain for good service delivery or value-add. An example of a service delivery appreciation 
is shown in Figure 4.25 below: 
 
 
Figure 4.25 Tweet illustrating compliment and appreciation for value-added offering 
(TheGautrain Twitter Page, 2020) 
 
Gautrain aims to respond to each compliment and message of appreciation as illustrated in 





Figure 4.26: Tweet illustrating response to stakeholder compliment (TheGautrain Twitter 
Page, 2020) 
 
It was found that the Gautrain engaged with stakeholders on an individual basis as and when 
a targeted (or tagged) posts suggesting compliments or appreciations were made. The This 
is confirmed by literature by Scharia (2014) which stresses that compliments and 
appreciations produce a positive environment to initiate and cultivate dialogue in a social 
media-based community and can be identified as a platform for driving engagement just like 
other discussed themes. Gautrain therefore utilises compliments and appreciation as a 
strategy for engagement by effectively responding to each message even if it is just an 
acknowledgement of communication or a message to say, “thank you” (Einwiller & Steilen, 
2015).  
 
4.4.4 Overall interpretation of Category 3: Service delivery communication  
Stakeholders have the option of immediately expressing dissatisfaction, lay criticism or give 
compliments on social media through easily accessible mobile social media applications such 
as Twitter (Baer, 2016). They no longer contact the Gautrain call centre or lodge a complaint 
or query on the website.  The Gautrain is directly mentioned and tagged on all general queries, 
complaints and compliments regarding service offerings of the Gautrain system. As a result, 
the Gautrain utilises Twitter in a strategic manner and responds to each query, complaint and 
compliment individually, personalising the communication, leading to innovation in strategic 
communication. Engagement takes place in the digital public sphere which acts as a 
“communicative, interpretative, mediating, and negotiating platform between the organisation 
and its stakeholders” (Nielsen, 2018).   
 
Complaints on Twitter can be regarded as a stakeholder quest to have queries escalated and 
solved as quickly as possible by the Gautrain social media team.  Based on the findings on 
the themes above and the consulted literature, it can be noted that service delivery queries 
plays a significant role in the engagement between the Gautrain and its stakeholders on 




from stakeholders. Responding to general queries, complaints, and compliments and 
messages of appreciation can therefore be identified as strategic communication tools to 
encourage engagement with public-private stakeholders and form strategic partnerships for 
the Gautrain. 
 
4.5 Overall summary of linkages between themes, strategic communication, stakeholders 
 and partnerships  
 
Figure 4.27 illustrates the connections between themes, stakeholder engagement and 
creating partnerships within the digital public sphere.  
 
 
Figure 4.27: Linkages - themes, strategic communication, stakeholders and partnerships 
 
Events (from social media dialogue), for example, is linked with partnership activities and the 
principles of strategic communication as indicated by the arrows and lines. It can therefore be 
said that events are a platform utilised by the Gautrain to engage with its followers.  The 
findings are confirmed by Aaker (2007) who emphasises that events attract the attention of 
stakeholders and encourages engagement. Participation takes place within the context of the 







4.6 Summary  
 
Comprehensive changes in communication patterns in the modern society have led to a 
structural revolution of the public sphere (Habermas, 2006; Engelstad, 2017). Stakeholders 
have the option of immediately expressing their opinions, lay complaints, make enquiries or 
give compliments on social media through easily accessible mobile social media applications 
such as Twitter (Baer, 2016). This chapter contained a detailed discussion and explanation of 
the findings of the study. An exploratory research design with a qualitative methodological 
orientation was applied to select a sample for the study. The sample consisted of the Tweets 
engaging with the official Gautrain Twitter account during the time period of 7 September 2019 
to 7 October 2019.  The three-step model of qualitative data analysis as described by Miles 
and Huberman (1994) was used to identify patterns and meanings that would provide answers 
the research questions. Codes with similar meanings were grouped together and themes were 
derived from the literature review. The findings concluded that Gautrain utilises Twitter as a 
strategic communication tool to engage with public-private stakeholders and form strategic 
partnerships for the Gautrain project. It also identified how the different categories and themes 









This chapter includes a detailed discussion and explanation of the conclusions and 
recommendations for the study. It aims to confirm the findings of the study by demonstrating 
the achievement of the research objectives. The previous chapter discussed how qualitative 
content analysis and the three-step model of qualitative data analysis, as described by Miles 
and Huberman (1994), was used to describe the Gautrain Tweets and mentions with the 
objective to identify patterns and meanings that would provide answers the research 
questions. Thematic analysis of the Tweets led to the identification of eight themes 
(Partnerships and events; Promotions; Motivational communication; Announcements; 
Newsfeed; Service delivery queries; Communal complaints and Compliments) which were 
grouped into three relevant categories (Social media-based dialogue; Updates and Member 
queries).  These categories and themes displayed some levels of engagement between the 
Gautrain and its public and private stakeholders. 
 
5.2 Overview of the study 
 
An exploratory research design formed the basis of the study and a qualitative methodological 
orientation which included a qualitative data collection method was identified as ideal to select 
Tweets for the study in order to gain insight and answer the research problem which is “how 
Twitter is used as strategic communication tool to engage public-private stakeholders in 
strategic partnerships for the Gautrain project”.  The sample, selected through non-probability 
sampling, consisted of the Tweets engaging with the official Gautrain Twitter account during 
the specific time period of 7 September 2019 to 7 October 2019.   
 
The total purposive sample comprised of 3383 Tweets which included 333 Tweets from the 
official Gautrain Twitter account and 3050 Tweets mentioning the Gautrain Twitter 
(‘@TheGautrain’) account directly (either through responses, replies or direct Tweets) 
(TheGautrain Twitter Page, 2020).  twDocs, was used to collect the data from Twitter 
according to criteria such as specific brand mentions in Tweets over a specified time period 
(twDocs.com, 2020; Buckingham, 2013).  
 
Qualitative content analysis was used to describe the Gautrain Tweets and mentions to 
identify patterns and meanings that would provide answers the research questions.  The study 




insights from the data collected from the Tweets. Figure 5.1 below illustrates the categories 
and subsequent themes identified from the content analysis. 
 
 
Figure 5.1: Categories and themes derived from study 
 
Figure 5.1 illustrates the identification of Twitter as strategic communication tool through the 
implementation and integration of various platforms of engagement including social media 
dialogue, updates and service delivery communication.  
 
5.3 Conclusion for research objective 1 
 
The first research objective for the study was to explore how Twitter can be used as strategic 
communication tool to align the interests of public-private stakeholders in the Gautrain project. 
 
Social media allows individuals to be creators of content.  Nielsen (2018) explains that social 
media provides stakeholders with the opportunity to act as agenda-setters in a sphere that 
has the potential to reach far and can even influence mainstream media.  Gunawong, 
Thongpapanl and Ferreira (2019) agrees and adds that social media provides numerous 
possibilities for stakeholders to voice their queries about service delivery in public. Companies 
are moving away from using carefully constructed messages in a highly controlled 
environment, describing the rise social media as a “revolution” for the platform of provision of 




(general queries, complaints, compliments and requests) to determine information shared and 
messages communicated by effectively responding to each query raised individually (Einwiller 
& Steilen, 2015). 
 
5.4  Conclusion for research objective 2 
 
The second research objective for the study was to explore how Twitter can be used as 
strategic communication tool to engage public and private stakeholders with the purpose of 
creating strategic partnerships for the Gautrain project.  
 
The emergence of the internet and social media is viewed as “an improved public sphere” 
when compared to traditional media, mainly because of its high reach, anonymity, diversity 
and interactivity (Gerhards & Schäfer, 2010; McKenna & Bargh, 2000; Schneider, 1997; Liu & 
Weber, 2014).  Features and tools provided by social media sites, such as Twitter, facilitate 
communication between individual stakeholders and organisations (Liu & Weber, 2014).  This 
enables an improved method of achieving a “truer” public sphere than any other platforms 
before (Liu & Weber, 2014; Habermas, 2006). Carpenter (2013) and Gnuworld (2019) explain 
that organisations and stakeholders, including South Africa’s 7,7 million active Twitter users, 
are continuously engaging in unplanned, unscripted discussions. Niemann (2005) explains 
that contemporary organisations that feature in the digital public sphere are required to adopt 
a stakeholder-centred approach to communication strategies. Wood (2009) agrees and 
stresses the need for organisations to develop an interactive communication model to ensure 
opportunities for participation in two-way communication flow (Foulger, 2004). 
 
Gautrain utilises social media-based dialogue (events, promotions, competitions and 
motivational messages); stakeholder communication (general queries, complaints, 
compliments and requests) and service delivery communication (general queries, complaints 
and compliments) to engage with stakeholders directly and effectively through responding to 
each query raised individually (Einwiller & Steilen, 2015). 
 
5.5  Conclusion for research objective 3 
 
The third research objective for the study was to explore how Twitter can be used as strategic 
communication tool facilitate strategic public and private stakeholder partnerships for the 





Calabrese (2008) explains that contemporary organisations are strongly relying on strategies 
of partnering, or building relationships, with public and private stakeholders to maintain 
innovation and achieve overall success. Niemann (2005) and Phillips (2012) identify strategic 
communication as an essential element in facilitating partnerships between the organisation, 
the public-private stakeholders and the brand. 
 
Gautrain utilises social media-based dialogue (events, promotions, competitions and 
motivational messages) to partner with other brands and to encourage engagement from 
stakeholders in an effort to facilitate partnerships with public-private stakeholders for the 
organisation. Constant engagement through stakeholder communication (general queries, 
complaints, compliments and requests) and service delivery communication (general queries, 
complaints and compliments) also aims to facilitate public-private partnerships for the project.  
 
5.6  Recommendations for further research 
 
There is a need to measure or calculate the impact of engagement on Twitter, and other social 
media platforms, on the development of partnerships with public and private stakeholders.  
Quantitative studies are therefore recommended for further research. The study could include 
in-depth semi-structured interviews with Gautrain communication executives from the 
Gautrain Management Agency (GMA) and Bombela Concession Company (BCC). It could 
also be extended to include in-depth interviews or focus group questionnaires with public and 
private stakeholders that are active on social media and regularly engage with the Gautrain 
brand.  
 
5.7  Recommendations for industry 
 
This study revealed substantial findings on how communication practitioners can utilise Twitter 
as a strategic communication tool to engage public-private stakeholders in strategic 
partnerships for the Gautrain project.  
 
The results from this study challenges the industry to engage with stakeholders rather than 
disseminating information to mass publics. Habermas (1991) describes a public sphere as “a 
space developed for meeting and participation, where citizens get together to have 
discussions and exchange opinions in order to influence the public opinion”. Nielsen (2018) 
explains that social media platforms creates a new, easily accessible digital reality (or public 




Stakeholders can participate (or engage) and direct organisational communication in the 
digital public sphere.   
 
Continuous professional development is recommended for strategic communication 
practitioners in order to remain current with emerging industry trends and practices. eLogic 
(2019) describes continuous professional development as a response to the modern 
workplace which is constantly changing. This study recommends that strategic communication 
practitioners become members of professional bodies, such as the Public Relations Institute 
of South Africa (PRISA). Professional bodies offer their members value-added opportunities 
and benefits including resources to assist with professional development to ensure that the 
practitioners are regularly updated with regards to emerging industry-related developments, 




Limitations of research study can be described as features of the methodology that “have an 
impact on the understanding of the research findings; restricts transferability and applications 
to practice, as well as limits the replicability of the study” (Price & Murnan, 2004). The study is 
limited to the official Gautrain Twitter account, as a case study, which will take place in from  
7 September 2019 to 7 October 2019. Although the results, within context of emergence and 
Twitter as the study example, can be transferred to public-private projects in South Africa, the 
results can be affected by the rapidly changing social and digital landscapes. 
 
5.9  Delimitations 
 
Delimitations of a study arise from limitations in the scope of the study as well as the conscious 
decisions made by the researcher during the development of the study plan (Simon & Goes, 
2013). The study could have considered including an in-depth semi-structured interview with 
an executive in the communication department of the Gautrain Management Agency (GMA) 
or Bombela Concession Company (BCC) in order to gain a deeper understanding of the social 
phenomena (Silverman, 2000).  Tweets were only analysed in the form of texts and emojis. 
Images, video clips and graphic interchange format (gif) motion files were not included in the 
study. It can be argued that the content that were excluded could have revealed some levels 
of creativity in creating engagement from the Gautrain’s official Twitter account. The study 
could have utilised an additional visual analysis or any qualitative method to analyse the 
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utc_date Favorites Retweets Text Media_type Tweet_type
2019/09/02 0 1 @lekoya Good day, Yes the Pretoria Buses are still suspended until further notice. reply
2019/09/02 1 1
@kagiso745 Good day, yes the buses are operating. It is only the P3 bus route that is not 
operating due to protest action in Pretoria CBD.
reply
2019/09/02 1 0 @giantteddi Good day, Yes the Johannesburg CBD buses are operating. reply
2019/09/02 1 0
Heritage - /ˈhɛrɪtɪdʒ/ heh-ruh-tuhj
#YouMakeUsProud #Heritage #HeritageMonth https://t.co/t1OkLi5fEL
tweet
2019/09/02 0 0 @Tinker_Lazz Good day, The App has been updated as well. reply
2019/09/02 12 4
Heritage is a key feature in the identity of the Soth African National Brand. It has the potential to 
inspire pride, patriotism and National Building... We join @Brand_SA, in launching Heritage 




Together with @Brand_SA, we are gathered to embrace our identity and heritage in 
Johannesburg, under the theme ‘Embracing our Heritage, Reviving our identity’. #IHeartMySA
tweet
2019/09/02 1 0 @_sindithando Hatfield buses are operational. reply
2019/09/02 0 0
@grumpydv The Hatfield buses are operational. Please use our mobile tracker to track your 
bus in real-time.
reply
2019/09/02 0 0 @Nyasha_Luwaca Yes, The J1 bus is operational. reply
2019/09/02 0 2
@Nto4luxx Good day, Yes, the J2 route has been suspended until further notice due to violent 
protest in the Johannesburg CBD.
reply
2019/09/02 10 1
Thank you for choosing us as partner in your training programme ⁦@SAGuide_Dogs⁩ 🐾 




Park Station - CBD (J2) : Please note that due to protest action in Johannesburg CBD, the bus 
route has been suspended until further notice.
tweet
2019/09/02 78 54
Pretoria- CBD (P3) : Please note that due to protest action in Pretoria CBD, the bus route has 
been suspended until further notice.
tweet
2019/09/02 17 1
Big boy Murphy 🐾 from ⁦@SAGuide_Dogs⁩ waiting for the faregates to open so he can take 




@annbelllebethe Morning, we apologise for the inconvenience. Please advise which station 
the machines were not working.
reply
2019/09/02 1 0
@WhytheRed Morning, thank you for the feedback. We will share your feedback with the team 
regarding school excursions during peak periods.
reply
2019/09/02 0 0
@MOWGALE Morning, you can submit a request for an additional bus route or bus stop on the 
official platform at  https://t.co/TG1ZdNKywY
reply
2019/09/02 0 0
@ThabileMpe Morning, once a card has been blocked, it cannot be unblocked.  If you have 
value remaining on a blocked card, please submit a claim request online or complete a refund 







ANNEXURE B: Codebooks for Gautrain Tweets (TheGautrain Twitter Page, 2020) 








2. Promotions & competitions
3. Motivational
Communication on events, exhibitions and 
activations as well as communication on activities or 
information of any project-based, strategic or social 
partnership of the Gautrain.
703 Maroon
"Leave your car at home and catch the Gautrain to the 
@SAAFMuseum Air Show ✈ today 7 September 2019. 
Spectacular aerial displays and vintage aircraft await 
aviation enthusiasts. Ride the Gautrain to Centurion, then 





Communication channels and information circulation 
between the Gautrain and its Twitter community 
particularly pertaining to current affairs.
784 Royal blue "Please note that we are experiencing delays on the North-
South line. Two trains are delayed by approximately 20 
minutes and other trains on this line are delayed by 6 





3. Compliments & appreciation
Any form of enquiries, dissatisfactions, complaints 
and compliments aimed at the Gautrain project and 
its stakeholders.
1896 Dark olive
"@ToyaVDS Good Day, we are sorry for your experience. If you 
experience discomfort on board the train, please alert a 
member of staff.  Please also submit as much detail in terms of 
date, time, train/car number and departure station at 
https://t.co/iZR7bN2M0H"
Categort Codebook for '@TheGautrain Tweets 




Annexure B2: Theme Codebook for @TheGautrain Tweets (7/9/2019-7/10/2019)  
 
THEME OPERATIONAL DEFINITION  FREQUENCY COLOUR EXAMPLE TWEET
Events
Partnerships related to events, including exhibitions, activations 
and social events 
413 Orange
"Leave your car at home and catch the Gautrain to the @SAAFMuseum Air 
Show ✈ today 7 September 2019. Spectacular aerial displays and vintage 
aircraft await aviation enthusiasts. Ride the Gautrain to Centurion, then catch a 
FREE midibus ride to Swartkop Air Force Base #airshow"
Promotions and 
competitions
Communication on value-added offerings for Gautrain 
stakeholders.
273 Yellow
"RT @ebbsterr: Top travel tip if you like your bags wrapped when flying -  the 
@TheGautrain Sandton station offers free baggage wrapping for commuters"
Motivational Expressions and gestures of appreciation and encouragement. 17 Light orange




Alerts and updates to inform stakeholders on to new and existing 
Gautrain operational issues such train and bus service delays.
96 Light blue
"Please note that we are experiencing delays on the North-South line. Two 
trains are delayed by approximately 20 minutes and other trains on this line are 
delayed by 6 minutes. We apologise for the delay."
Current affairs
Communication on current affairs pertaining to Gautrain services, 
operations, value added offerings as well as other public transport 
affairs particularly focusing on the water issue at Sandton station
688 Purple
"@mommy_snoogums @CityPowerJhb The Gautrain water bill is paid up to date 
with the City of Johannesburg. The City of Johannesburg and Cedar Park (which is 
the owner and landlord) need to urgently resolve the matter between themselves 
which apparently relates to Cedar Park's debt to the City of Johannesburg."
General queries
General service delivery queries particularly those linked to funds 
on Gautrain cards, bus services, train service and use of the 
Gautrain system.
1352 Light green
"@KhutsoMatjee Good day , Unfortunately we can not transfer funds from one 
Gautrain card to another. Please register an account and link your card at 
https://t.co/QngYXgvkA2 to submit a refund claim online."
Complaints Criticism and complaints against any Gautrain service offering. 491 Olive
"@ToyaVDS Good Day, we are sorry for your experience. If you experience discomfort 
on board the train, please alert a member of staff.  Please also submit as much 




Expressions of and responses to expressions of gratitude 
towards Gautrain stakeholders
53 Lime
"@tamati_biskit Good day , Thank you for taking the time to share this positive 
feedback with us.  We will be sure to share this feedback with the team.  Should you 
wish to submit this on our official platform, please do so by visiting 
https://t.co/iZR7bN2M0H"
Theme Codebook for '@TheGautrain Tweets 
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2019-10-07T15:20:21.000Z
@KingMkhonzeni You can submit a suggestion on our official platform at 
https://t.co/J8RTGaVh5T
SDC GQ
2019-10-07T15:09:18.000Z @KingMkhonzeni Yes, and people travelling from Monte Casino. SDC GQ
2019-10-07T14:58:10.000Z
@mello_gov If you experience discomfort on board the train, please alert a member of staff.  




@KingMkhonzeni The Monte Casino Shuttle bus is a special weekend bus for people going to 
Monte Casino only.
SDC GQ
2019-10-07T09:45:02.000Z #MondayMotivation☀️#GautrainJourneys🚄 #TransportMonth https://t.co/CuAuRkhLed SMB-D Mot
2019-10-05T07:00:31.000Z
Today is #WorldTeachersDay! Let's celebrate the people who taught us the maths and physics 
that helped build the Gautrain system. A huge “thank you” to all the educators out there – you 




@caramia14 Good day, Whilst every effort is made to adhere to the schedule, we may from 
time to time interchange a 4 and 8 car train according to our operational needs.
SDC GQ
2019-10-04T15:43:34.000Z
@TheeFirstLaidee @947 Good day , Please register an account and link your card at 
https://t.co/QngYXgvkA2 to manage your card online including topping it up online.
SDC GQ
2019-10-04T13:02:46.000Z
Put on your pink ribbons for #BreastCancerAwarenessMonth! Show breast cancer survivors 
love and support. Go for regular mammograms. Help raise awareness by spreading the word 




@BlackConsciousd @SAPoliceService Good Day, we are sorry for the experience. Pleas 
submit details of your complaint on the official platform at https://t.co/iZR7bN2M0H , you will 
receive a ticket reference number for your complaint and a response will be provided
SDC C
2019-10-04T12:31:14.000Z
@AfrikanF1 Good Day, the Gautrain bus service may at times be delayed as a result of traffic 




@X_riss @gautrain Good Day Lebo, please provide us with details of this incident. We do not 
condone reckless driving and our drivers like other road users are required to obey traffic laws. 




@Zilungile Good Day Zilungile,  you will need to submit a refund request. You can do this 
online at https://t.co/QngYXgvkA2, or at your nearest Gautrain station, when completing an 
application in station, please take along a copy of your ID &amp; bank statement.
SDC GQ
2019-10-04T08:05:04.000Z
It’s as easy as 1-2-3 to win! 
1. Come up with a catchy name for a Gautrain passenger. 
2. Comment on this post, using the #MyGautrain hashtag. 
3. Tag 3 friends to take on 4 amazing lifestyle experiences.




@Herace Good Day Morten, you can request for a new bus route, please submit a request for 
an additional bus route or bus stop on the official platform at https://t.co/iZR7bN2M0H
SDC GQ
2019-10-04T07:19:03.000Z
@sszonke Morning, the radio advert is about riding the Gautrain from Sandton station to OR 
Tambo and get your bags wrapped FREE at Sandton station when travelling.
SDC GQ
2019-10-04T05:56:46.000Z
@MphoXXVII Good Day, kindly provide us with details of the incident, we will look into the 
matter. Please provide details such as date, approximate time and bus route/stop, also please 
submit this on our official platform at https://t.co/iZR7bN2M0H
SDC C
2019-10-04T04:07:38.000Z
@Dleroux1963 Good Day Des, if you experience discomfort on board the train, please alert a 
member of staff.  Please also submit as much detail in terms of date, time, train/car number 
and departure station at https://t.co/iZR7bN2M0H
SDC C
2019-10-03T15:33:45.000Z
@craigbza Good day , Whilst every effort is made to adhere to the schedule, we may from time 
to time interchange a 4 and 8 car train according to our operational needs.
SDC GQ
2019-10-03T10:49:35.000Z
The Gauteng Provincial Government and the Gautrain Management Agency would like to thank 
passengers for their patience during the water cuts at Sandton Station. We also apologise for 
any inconvenience caused. https://t.co/nD1uyo6W66
SDC Comp
2019-10-03T10:21:02.000Z
@ntselemdu Good Day Mduduzi, we do not condone reckless driving and our drivers, like 
other road users, are required to obey traffic laws. Please provide details, including bus route, 
time &amp; date on our official platform at https://t.co/iZR7bN2M0H
SDC C
2019-10-03T09:37:30.000Z
Peggy 🐾 another guest from @SAGuide_Dogs doing this #Gautrain thing #LikeABoss 🐕😎 
#PupsOnBoard #FutureGuideDog https ://t.co/jwiwpClNQ4
SMB-D Events
2019-10-03T09:36:29.000Z
Winston and his friends from @SAGuide_Dogs are visiting the #Gautrain today 🐾🐕 
#PupsOnBoard #FutureGuideDog https ://t.co/H2zCd9R4mA
SMB-D Events
2019-10-03T08:45:27.000Z
@nanatjiee Good Day, a standard single bus trip will cost you R22, you need to have a 
minimum balance of R30 on the card to allow you to board the bus.
SDC GQ
2019-10-03T08:01:07.000Z
@Oabs_ Good Morning Moabi, we are sorry for your experience.Please provide these details, 
including bus route and time, on our official platform at https://t.co/d4khNVOJ0w , you will 
receive a ticket reference number for your complaint and a response will be provided.
SDC C
2019-10-03T05:03:33.000Z
@matt_hooligan @gautrain Good Day, thank you for bringing this to our attention, please also 
submit details of your query on the official platform at https://t.co/iZR7bN2M0H
SDC C
@TheGautrain Tweets
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2019-10-03T03:56:28.000Z
@JustineLimLaw @G4S Good Day Justine, we are sorry for the experience you had. Please 
also submit details of your experience on our official platform at https://t.co/iZR7bN2M0H
SDC C
2019-10-02T14:06:48.000Z
@Sammy_Rams Good day, do you still have the form, it should have a claim ID number which 
will assist with following up with your refund.
SDC GQ
2019-10-02T14:04:47.000Z
@ToriBrill87 Good day, are you still experiencing difficulties with the website. If so, please DM 
your contact number, one of our agents will contact you to assist.
SDC GQ
2019-10-02T12:25:37.000Z @msboity Good day, please share your claim number to follow up on your refund. SDC GQ
2019-10-02T08:27:37.000Z




@SStyloF Good Morning, If you experience discomfort on board the train, please alert a 
member of staff.  Please also submit as much detail in terms of date, time, train/car number 
and departure station at https://t.co/iZR7bN2M0H
SDC C
2019-10-02T04:33:15.000Z
@sebz19 Good Morning Sebe, the Gautrain bus service may at times be delayed as a result of 




It's International Day of Older Persons! Treat the golden oldies in your life to a trip to the 
Pretoria Zoo this weekend. Catch the Gautrain to our Pretoria station and then a bus to the 
zoological gardens: https://t.co/VTrKIP0yx7 #GautrainLifestyle https://t.co/6eqFRLcKBE
SMB-D Mot
2019-10-01T14:09:23.000Z
@Sammy_Rams Please try submitting a claim again and if the website is still not allowing 
then please visit our station and fill in a refund form.
SDC GQ
2019-10-01T12:34:49.000Z
@VanrooyenEben If you experience discomfort on board the train, please alert a member of 
staff.  Please also submit as much detail in terms of date, time, train/car number and 
departure station at https://t.co/UH3OIY2NdV
SDC C
2019-10-01T07:01:46.000Z
It’s as easy as 1-2-3 to win with the #MyGautrain competition. 
1. Come up with a catchy name for a Gautrain passenger. 
2. Comment on this post. 
3. Tag three friends to take on 4 amazing lifestyle experiences. 
Hurry, entries close on 10 Oct! Ts &amp; Cs: https://t.co/i8yO0mVnef https://t.co/Q62F9DG1sx
SMB-D Ps&Cs
2019-10-01T04:01:45.000Z








Get your bags wrapped FREE, at Sandton station when travelling to OR Tambo using the 
Gautrain, thanks to @OldMutualInsure. https://t.co/0TgGzUU85T
SMB-D Ps&Cs
2019-09-30T09:40:23.000Z
@sazz_martyn Good day, Please provide us with more details on our official platform at 
https://t.co/iZR7bN2M0H a feedback will be provided to you.
SDC GQ
2019-09-30T09:38:24.000Z
@OratileMogoje Good day , We do not have any service to Northcliff. The closest station to 
Northcliff will be Sandton station.
SDC GQ
2019-09-30T07:06:58.000Z
@jtrollope36 Good Day Jean, Mondays, Fridays &amp; at month end, we note an increase in 
queues at stations. You can avoid the queues by topping up online. Register an account 
&amp; link your Gautrain card to your profile at https://t.co/wRIplFbSxX or on our mobile app.
SDC GQ
2019-09-30T04:53:57.000Z
@BietjieG Good Day, you will need to switch trains at the Marlboro station. The journey is 
approximately 50 minutes. Please view the complete train schedule at https://t.co/n2z9JwYefL
SDC GQ
2019-09-29T13:30:10.000Z
You could walk away with a Gautrain experience worth R20 000. Comment with a name you 
think best describes a typical Gautrain commuter, using the #MyGautrain hashtag and tagging 
three friends to enter. Learn more: https://t.co/aA1l71dxZV https://t.co/Gp2aSxBkIp
SMB-D Ps&Cs
2019-09-29T08:20:46.000Z
@phuti_mashosho We're unfortunately not able to transfer funds from one card to another. 
Please submit an online claim for the two cards by selecting the claim management option 




@Mr_Ramsamy We're unfortunately not able to transfer funds from one card to another. 
Please submit an online claim for the two cards by selecting the claim management option 




@gilliananstey @gautrain When using the app, after selecting your Destination below you will 




@AkhonaCarol @CityofJoburgZA @AsktheChiefJMPD Good day , We do not condone reckless 
driving and our drivers, like other road users, are required to obey traffic laws. Please provide 
details, including bus route, time &amp; date on our official platform at https://t.co/iZR7bN2M0H
SDC C
2019-09-27T15:15:54.000Z @BiKeR626 You can switch train at either Sandton or Marlboro to connect to the airport SDC GQ
2019-09-27T14:00:23.000Z
@BiKeR626 Good Day, the baggage wrap is only available at the Sandton Gautrain, you can 
connect trains at the Sandton to connect to to the airport Gautrin station, you will not need to to 
return to Marlboro to get to the airport
SDC GQ
2019-09-27T12:03:49.000Z
@irshaadv Good day, Please register an account and link your card at https://t.co/QngYXgvkA2 
to manage your card online including viewing your statement online.
SDC GQ
2019-09-27T11:20:37.000Z @msboity Good day, have you received your refund? SDC GQ
2019-09-27T11:16:57.000Z @TMak_06 The last bus from Sandton station to Fourways is at 20:38. SDC GQ
2019-09-27T06:00:24.000Z
We’re giving away a Gautrain experience worth R20 000 to you and your bestie! Enter by 
commenting with a catchy name for a Gautrain commuter, using the #MyGautrain hashtag and 






utc_date Text Category Theme
2019-09-26T09:41:38.000Z
Celebrate #HeritageMonth by reflecting on our past at @VisitConHill. Let the walls of the 
precinct tell you the story of South Africa’s journey to democracy. It’s our history – cherish it. 
Catch a #GautrainBus to Con Hill from Park Station: https://t.co/3GDaBdU3qA
SMB-D Mot
2019-09-25T15:07:28.000Z
@Lungah__mkhize @nonlinearnodes @KatCapeTown @gopolang6 @HermanMashaba 
@News24 @GautengProvince @MYANC The water account for Gautrain Sandton station has 
been paid in full &amp; up to date. In spite of this, the City has cut off the water supply to the 




@dgtager The water account for Gautrain Sandton station has been paid in full &amp; up to 
date. In spite of this, the City has cut off the water supply to the station causing inconvenience 
to Gautrain passengers. We are seeking relief through the courts.
Updates C-Affairs
2019-09-25T15:02:47.000Z
@Lungah__mkhize @HermanMashaba @News24 The water account for Gautrain Sandton 
station has been paid in full &amp; up to date. In spite of this, the City has cut off the water 




@thatomokoena44 @DjStevonic @HermanMashaba @News24 The water account for 
Gautrain Sandton station has been paid in full &amp; up to date. In spite of this, the City has 
cut off the water supply to the station causing inconvenience to Gautrain passengers. We are 
seeking relief through the courts.
Updates C-Affairs
2019-09-25T15:00:38.000Z
@nkosi___ @CityofJoburgZA The water account for Gautrain Sandton station has been paid in 
full &amp; up to date. In spite of this, the City has cut off the water supply to the station causing 
inconvenience to Gautrain passengers. We are seeking relief through the courts.
Updates C-Affairs
2019-09-25T14:47:27.000Z
@ZukoTheSage If you experience discomfort on board the train, please alert a member of 
staff.  Please also submit as much detail in terms of date, time, train/car number and 
departure station at https://t.co/UH3OIY2NdV
SDC C
2019-09-25T10:14:10.000Z
Food🍲, fun🥳, movies🍿 and even a trampoline park await you at the Greenstone Shopping 
Centre! For only R10, you can catch a midibus from the Marlboro station and get to the mall for 
a fun day out. Here's our weekday midibus schedule: https://t.co/YUnUefIN9y #GautrainLifestyle
Updates C-Affairs
2019-09-25T10:03:19.000Z @VeeMaumela Good day, We do not have a route to Bedfordview using our Gautrain buses. SDC GQ
2019-09-25T07:47:23.000Z
@cholose Good day, We're sorry to hear that you've not experienced the very best in customer 
service. Please register an account and link your card at https://t.co/QngYXgvkA2 to manage 
your card online including loading it online.
SDC C
2019-09-25T04:19:31.000Z




@007Davel @TonyBeamish Good day, Thank you for bringing this to our attention as we do 
not condone the use of cell phones whilst driving.  Please provide these details, including bus 
route and time, on our official platform at https://t.co/iZR7bN2M0H
SDC C
2019-09-24T13:51:30.000Z
@AshleyTsundu Good day , Yes, the buses are operating from Midrand station to Mall of Africa. 
Please see the bus schedule at https://t.co/amRJ51Oog6
SDC GQ
2019-09-24T11:49:41.000Z @insectking We have provided a response on your first tweet. SDC GQ
2019-09-24T11:48:04.000Z
@insectking Good day , Please submit a claim for refund at the station, with the copy of your ID 
and a bank statement.
SDC GQ
2019-09-24T11:43:10.000Z
@MubiHD Good day , Please see the bus route from Sandton station to Fourways at 
https://t.co/hFpHex86ki
SDC GQ
2019-09-24T10:15:59.000Z @TMak_06 Good day, the last midi-bus from Sandton station to Monte Casino is at 19:30. SDC GQ
2019-09-24T09:53:53.000Z
@_nyobi The regular Gautrain bus service does not operate on weekends and public holidays.  
 Weekend bus routes are available to the Mall of Africa and the Pretoria Zoo.
SDC GQ
2019-09-24T09:49:20.000Z
We have come a long way since Gautrain commenced operations in 2010 . To date we have 
transported in excess of 90 million train passengers. Today, we celebrate our diverse heritage 
in South Africa. Wishing everyone a happy Heritage Day. https://t.co/RbjHWjN97s
SMB-D Mot
2019-09-24T07:36:05.000Z
The Gautrain wishes everyone a very happy #HeritageDay! Why not learn a few new words of 
one of our official languages? Use the Gautrain to visit heritage sites. Reflect on culture and 




We’re not concerned whether you’re Thanos or one of the Avengers. We just want to take you 
to the action. So make your way to #ComicConAfrica, which ends today, via the Gautrain to 








@Felixdiekat1 Good Day, provision has been made for temporary ablution facilities at the 
station because the water supply has been cut off in spite of the water account being paid in 
full and up to date.
Updates C-Affairs
2019-09-23T11:00:15.000Z @toliemoutzouris Yes, the bus to Pretoria Zoo will be operational. SDC GQ
2019-09-23T10:54:09.000Z
@Saige_Events18 Good Day, the departure times available for the Gautrain bus services are 




Just a reminder to all @ComicConAfrica Heroes 🦸‍♀️🦸‍♂️: Gautrain will be following the 
standard Monday operating schedule. Please take the M3 bus service from Gautrain Midrand 









utc_date Text Category Theme
2019-09-23T08:53:04.000Z @zee_honey The station opens at 05h15. SDC GQ
2019-09-23T08:48:36.000Z @travietm Please check you statement to see if you received the discount or not. SDC GQ
2019-09-23T08:46:52.000Z @zee_honey From which station are you planning to catch the train? SDC GQ
2019-09-23T08:07:11.000Z
@Lu_Thang We're sorry to hear about this. Please submit a claim for the double charge on 
our official platform at https://t.co/wRIplFbSxX
SDC C
2019-09-23T08:05:50.000Z
@travietm The discount only applies once you have taken the bus and followed the 
instructions which allow for you to qualify for a discount. Please submit a query with regards to 
you fares on our official platform at https://t.co/UH3OIY2NdV
SDC GQ
2019-09-23T08:00:20.000Z
Whether you’re saving the day or are masterminding some plot to take over the world (aka the 
Gallagher Convention Centre), the Gautrain will take you to our Midrand station, where a 




We’re taking heroes and villains alike to #ComicConAfrica from Saturday till Tuesday. Just 
make sure there are no boss fights on the train, and we’ll take you to Midrand and then shuttle 




@0aitse @DeliciousFestSA At the time of post, there was still one more bus about to head out 
of kyalami incase of any strated commuters.
SMB-D Events
2019-09-22T06:00:20.000Z
If you groove, we’ll groove with you💃. As the transport partner of the @DeliciousFestSA, the 
Gautrain is excited to offer a shuttle service from our Midrand station to Kyalami . We've also 
extended our operating hours . Read more: https://t.co/4cvl88Wmr7 https://t.co/e3yEussuaw
SMB-D Events
2019-09-22T04:22:13.000Z
@SibuuuM @DeliciousFestSA Good Day, please submit details of your complaint of the official 
platform at https://t.co/iZR7bN2M0H , you will receive a ticket reference number for your 
complaint  and a response will be provided
SDC C
2019-09-21T20:34:40.000Z
📢 Calling all @DeliciousFestSA  tweeps, Midrand&lt;&gt;Kyalami Gautrain shuttle times: Sat 




@Saulhurwitz @TonyBeamish @wendyknowler @ariseirlis @QuadparaSA Greetings, 
Gautrain's account with the City has been paid in full &amp; up to date. Gautrain passengers 
are being inconvenienced because of a legal dispute between the City &amp; Cedar Park 
&amp; an allegedly suspicious sale agreement entered into between the City and Cedar Park.
Updates C-Affairs
2019-09-21T20:19:33.000Z
@KingstonSunhine @TonyBeamish @ariseirlis @QuadparaSA Good evening, thank you for 
assisting in clearing up the apparent confusion. You are quite right, Gautrain's water account 
has been paid in full and up to date. We are seeking relief through the courts.
Updates C-Affairs
2019-09-21T20:16:55.000Z
@maalakwena @TonyBeamish @wendyknowler @ariseirlis @QuadparaSA Good evening, 
provision has been made for temporary ablution facilities at the station because the water 
supply has been cut off in spite of the water account being paid in full and up to date.
Updates C-Affairs
2019-09-21T20:14:26.000Z
@blairbird @TonyBeamish @ariseirlis @QuadparaSA Good evening, the water account for 
Gautrain Sandton station has been paid in full &amp; up to date. In spite of this, the City has 
cut off the water supply to the station causing inconvenience to Gautrain passengers. We are 
seeking relief through the courts.
Updates C-Affairs
2019-09-21T20:11:20.000Z
@KingstonSunhine @blairbird @TonyBeamish @ariseirlis @QuadparaSA Good evening, yes 
we certainly are seeking relief through the courts. Gautrain passengers are being 
inconvenienced because of a legal dispute between the City &amp; Cedar Park for what 
appears to be an allegedly suspicious sale agreement entered into between the City &amp; 
Cedar Park.
Updates C-Affairs
2019-09-21T15:10:07.000Z Get there with the Gautrain and  Comicon midi bus 🚐 shuttles are free. https://t.co/lak8fqo7B0 SMB-D Events
2019-09-21T15:05:59.000Z
Fam, you heading to @DeliciousFestSA? We gotcha... Midrand&lt;&gt;Kyalami Gautrain shuttle 
times: Sat 21 Sept 2019: 8am-10.30pm (last 🚐 leaves Kyalami at 10.30pm at the latest). Sun 




Attention, all superheroes! Please note that no hats , helmets, headgear or headwear are to be 
worn on the train. Remember to tuck your Viking helmets and your galactic superweapons into 
a bag for the trip. Gautrain shuttle and bus times : https://t.co/k6a7FPI4fL
Please RT. 🙏
SMB-D Events
2019-09-21T11:24:58.000Z @jancowol @ComicConAfrica Comicon, Gautrain midi bus🚐 shuttles are free. SMB-D Events
2019-09-21T11:19:12.000Z
@Bossvandy @DeliciousFestSA Apologies for the inconvenience caused 🙏, the shuttles to












@PerceveerenceN1 Good Day Perceveerence,  please submit details of your experience on 
our official platform at https://t.co/iZR7bN2M0H
SDC C
2019-09-21T10:28:07.000Z
@OhItsShannen_ Good Day, the regular Gautrain bus service does not operate on weekends 
and public holidays.  Weekend bus routes are available to the Mall of Africa and the Pretoria 
Zoo and a midi bus shuttle service between Sandton and Monte Casino.
SDC GQ
2019-09-21T10:25:21.000Z
@jancowol @ComicConAfrica Midibus shuttle tickets are available at our Midrand station. 
Standard Gautrain train fares apply.
Comicon: https://t.co/k6a7FPI4fL
Gautrain shuttle and bus times.
SMB-D Events
@TheGautrain Tweets
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2019-09-21T10:07:51.000Z
@HendrikBez Good Day Hendrik, yes, we will have a FREE midi bus shuttle service to the 
Gallagher Covention Centre, on the 24 Sepetember 2019. The service will be available 
between 09h00am - 18h00pm.
SMB-D Events
2019-09-21T10:00:18.000Z
Plot twist: the Gautrain is taking all heroes and villains to #ComicConAfrica between 21 and 24 
September 2019, regardless of whose side you’re on. Catch the Gautrain to Midrand and then 




@jancowol @ComicConAfrica Midibus shuttle tickets are available at our Midrand station. 




OOTD ✔ (tag us😇)
🔌📱✔. Vibe 🎶✔




Reminder to superheroes going to @ComicConAfrica, Gautrain shuttle &amp; bus times:
·  Sat 21 Sept 19: 8am - 7pm (shuttle)
·  Sun 22 Sept 19: 8am - 7pm (shuttle)
·  Mon 23 Sept 19: Standard M3 Gautrain bus route to Gallagher Convention Centre
·   Tue 24 Sept 19: 8am - 7pm (shuttle)
SMB-D Events
2019-09-21T07:01:21.000Z
Your mind should be on angles and photo bursts for the Gram, while ours is on getting you to 
and from #DStvDelicious. We're offering a shuttle service between our Midrand station and 
Kyalami, plus extended operating hours during the event. 
Read more: https://t.co/ATzSDC0uBK0 https://t.co/jYoGH9MjwR
SMB-D Events
2019-09-21T05:39:10.000Z
Remember Gautrain bus 🚎 shuttle runs between Midrand Station and @DeliciousFestSA on 
Saturday 21 Sep (08:00-22:30) trains run an additional 2hrs and Sunday 22 Sep (08:00-21:30) 




Today is World Gratitude Day🙏! And we are grateful to YOU for choosing us as your favourite 
transport provider. Re a leboha! Baie dankie! Siyabonga! Now your turn: What are you grateful 
for today? #GautrainLifestyle #WorldGratitudeDay https://t.co/idZS5H2DYM
SDC Comp
2019-09-20T18:41:56.000Z
@DeliciousFestSA tweeps, Midrand&lt;&gt;Kyalami Gautrain shuttle times : Sat 21 Sept 2019: 
8am-10.30pm (last 🚐 leaves Kyalami at 10.30pm at the latest). Sun 22 Sept 2019: 8am-
9.30pm (last 🚐 leaves Kyalami at 9.30pm at the latest). 🚐 tickets from Midrand station. 
#DStvDelicious. RT 🙏
SMB-D Events
2019-09-20T15:34:08.000Z #GautrainLifestyle 🚅🎉🎤🎵🎊 https://t.co/wYLKGqeyKe SMB-D Events
2019-09-20T14:50:52.000Z
@khoogle @HermanMashaba @CityofJoburgZA 4/4: For most international travellers Gautrain 




@khoogle @HermanMashaba @CityofJoburgZA 3/4: Cutting off water to an innocent service 
paying third party like Gautrain is not a way to solve legal matters and does not do the image of 
Johannesburg as a world class African city any good.
Updates C-Affairs
2019-09-20T14:50:11.000Z
@khoogle @HermanMashaba @CityofJoburgZA 2/4: In terms of section 11 of the Gauteng 
Transport Infrastructure Act of 2001,  R160,000,000 was paid by the Province to the City for the 
right to run the Gautrain through Sandton and to build the station on the City’s property.
Updates C-Affairs
2019-09-20T14:49:58.000Z
@khoogle @HermanMashaba @CityofJoburgZA 1/4: The tweet by the Mayor is factually 
incorrect. The Majors fight is with Cedar Park and not with Gautrain.




@telltumi The first bus will be at 08:00 am and the last bus will be at 22:30 pm on Sturday.
On Sunday the first bus will be at 08:00 am and the last bus will be at 21;30 pm.
SMB-D Events
2019-09-20T13:49:28.000Z
@telltumi Good day , Yes from Midrand station we have Gautrain buses to Kyalami grand prix 
on the 21 - 22 September 2019.
SMB-D Events
2019-09-20T10:00:40.000Z
We’re not concerned whether you’re Thanos or Falcon from the Avengers. We just want to take 
you to the action. So make your way to Comic Con Africa, between 21 and 24 September 2019, 




For this weekend we'll be extending operating hrs. The service will run an extra two hours on 
Sat 21 Sept &amp; an extra one hour on Sun 22 Sept along the North- South Line between 
Park &amp; Hatfield Stations. Timetable will be based on the 30-mins interval 
service.#GautrainLifestyle RT
Updates Ops-A
2019-09-20T08:53:17.000Z @JanDirix Good day Jan, you will be able to tag onto the Gautrain bus after loading online. SDC GQ
2019-09-20T08:15:47.000Z
@ChoirAfrica #YouMakeUsProud




@LwaziMayekiso Good Morning Lwazi, If you experience discomfort on board the train, please 
alert a member of staff.  Please also submit as much detail in terms of date, time, train/car 
number and departure station at https://t.co/iZR7bMLaC7
SDC C
2019-09-20T06:05:15.000Z
@johancoetzerZA Good Day, If you experience discomfort on board the train, please alert a 
member of staff.  Please also submit as much detail in terms of date, time, train/car number 
and departure station at https://t.co/iZR7bMLaC7
SDC C
2019-09-20T04:50:46.000Z
@JohnMakgato We do not condone reckless driving and our drivers, like other road users, are 
required to obey traffic laws. Please provide details, including bus route, time &amp; date.
SDC C
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2019-09-20T03:56:34.000Z @uMandlakazi Good Morning, please see the full train schedule at https://t.co/n2z9JwYefL SDC GQ
2019-09-19T16:48:25.000Z
Its quarter to the weekend...
Calling all @ComicConAfrica Heroes 🦸‍♀🦸‍♂ - Just a reminder: standard Gautrain Rules apply.
 No 🚫 hats/helmets/headwear/headgear allowed to be worn on the train. Please carry all 
superhero weapons ⚔ in bags #ComicConAfrica
SMB-D Events
2019-09-19T16:41:05.000Z
@vivalavida_ture Good day , If you experience discomfort on board the train, please alert a 
member of staff.  Please also submit as much detail in terms of date, time, train/car number 
and departure station at https://t.co/iZR7bN2M0H
SDC C
2019-09-19T12:05:30.000Z
@PennyMarais Good Day Penelope, the departure times available for the Gautrain bus 
services are indicative only.  These times are adhered to as closely as possible, but may vary 
for operational reasons.
SDC GQ
2019-09-19T11:57:10.000Z @fanfart2 Good Day, please submit your suggestion at https://t.co/iZR7bN2M0H SDC GQ
2019-09-19T08:23:16.000Z
@RealTrigger101 Good Day, whilst every effort is made to adhere to the schedule, we may 
from time to time interchange a 4 and 8 car train according to our operational needs.
SDC GQ
2019-09-19T08:09:33.000Z
@SuburbanZulu There are no bus products. Bus fares have to be loaded as pay as you go 
fare. Bus discounts are only applied when using the train and bus within an hour of each other.
SDC GQ
2019-09-19T07:12:37.000Z




You could still walk away with double 4-day passes and more to Comic Con Africa. Enter by 
dropping a pic of your cosplay outfit in the comments section, using the hashtag 
#GautrainCosplayer. Ts &amp; Cs apply https://t.co/kOrJ3LX9N2
SMB-D Events
2019-09-19T06:12:05.000Z @Pneu_cc Kindly please provide us with your contact details. SDC C
2019-09-19T06:01:39.000Z
@SuburbanZulu Good Day, a standard bus trip will cost R22, you will need to have a minimum 
balance of R30 on your card to allow you to board the bus.
SDC GQ
2019-09-19T05:46:39.000Z
@andiglog @ComicConAfrica Good Day Andi, yes, there will be a free midi bus shuttle service 
between Midrand Gautrain station and Gallagher estate. Shuttles will start as early as 
09h00am and ends at 18h00pm.
SDC GQ
2019-09-19T05:29:22.000Z
@Pneu_cc Good Day Pneu, please provide us with details of the incident as to the bus route , 
approximate date and time, bus number and registration. We will look into the matter further. 
Please also submit the query on our official platform at https://t.co/iZR7bN2M0H
SDC C
2019-09-19T05:06:44.000Z
@MoerSkont Good Day, please submit your query on the official platform at 












@JustNqaba @shange033 Good Day, eating, drinking or chewing gum is not permitted within 




@Skataboy2 Hi @Skataboy2, 
Congratulations you are one of our lucky winners. Please could you send us in a DM with your 
full name, contact number and the day which your ticket is for. 
Thank you - CO
SMB-D Ps&Cs
2019-09-18T14:50:03.000Z
@ndzu01 Hi @ndzu01, 
Congratulations you are one of our lucky winners. Please could you send us in a DM with your 
full name, contact number and the day which your ticket is for. 
Thank you - CO
SMB-D Ps&Cs
2019-09-18T14:49:36.000Z
@BeeQueened Hi @BeeQueened, 
Congratulations you are one of our lucky winners. Please could you send us in a DM with your 
full name, contact number and the day which your ticket is for. 
Thank you - CO
SMB-D Ps&Cs
2019-09-18T14:49:20.000Z
@ThobaMtshali Hi Thoba, 
Congratulations you are one of our lucky winners. Please could you send us in a DM with your 
full name, contact number and the day which your ticket is for. 
Thank you - CO
SMB-D Ps&Cs
2019-09-18T14:47:59.000Z
@_gcina25 Hi Gcina, 
Congratulations you are one of our lucky winners. Please could you send us in a DM with your 
full name, contact number and the day which your ticket is for. 
Thank you - CO
SMB-D Ps&Cs
2019-09-18T14:11:18.000Z @RBarrySA Good day, we apologise for the inconvenience. The security staff should have SDC C
2019-09-18T13:10:31.000Z
🙌 We are a proud supporter of @BirdLife_SA 🦅 well done to everyone involved #BirdLife 
#HeroAward https://t.co/TvMiCdkYdb
SDC Comp
2019-09-18T12:39:45.000Z @Just_Mxo We're pleased to hear that you received your Headsets, Mxolisi. SDC Comp
@TheGautrain Tweets





utc_date Text Category Theme
2019-09-18T08:00:16.000Z
We’re taking heroes and villains alike to Comic Con Africa, from Saturday till Tuesday. Just 
make sure there are no boss fights on the train, and we’ll take you to Midrand and then shuttle 




@Oabs_ Good Day, the Gautrain bus service may at times be delayed as a result of traffic 




@IlsPils Good Morniing, the departure times available for the Gautrain bus services are 




@JustNqaba @shange033 Good Day, eating, drinking or chewing gum is not permitted within 




@lucrifaciendi Good Day, we have identified high-risk vehicles and ask that drivers of the 
identified vehicles make use of allocated parking bays. This is implemented to ensure 
improved security for all users of our parking facilities
SDC GQ
2019-09-18T04:09:30.000Z
@OKLebz Good Day, the Gautrain bus service may at times be delayed as a result of traffic 




@boltbolaya Good Day, thank you for bringing this to our attention. Please provide us with 




@tertiussc Good Day Tertius, the departure times available for the Gautrain bus services are 
indicative only.  These times are adhered to as closely as possible, but may vary for 
operational reasons.
SDC GQ
2019-09-18T03:44:38.000Z @AskGregory Good Morning Gregory, all train services are operational. SDC GQ
2019-09-17T14:32:36.000Z
@nicifinny Good day , The Sandton to Monte casino shuttle service will be operating and yes it 
will be R10 as well the one from Midrand station.
SDC GQ
2019-09-17T13:01:22.000Z
Whether you’re saving the day or the mastermind of some plot to take over the world (aka the 
Gallagher Convention Centre), the Gautrain will take you to our Midrand station, where a 




@Arradb Good Day, they are operational. The Gautrain bus service may at times be delayed as 
a result of traffic congestion and road incidents.  Please use the Gautrain mobile app to track 
your bus in real-time.
SDC GQ
2019-09-17T10:00:09.000Z
It’s a bird. It’s a plane. Nah, fam. It’s you with double 4-day tickets on your way to Comic Con 
Africa with the Gautrain. Stand a chance to win tickets and more by commenting with a pic of 
your cosplay outfit using the hashtag #GautrainCosplayer. Ts &amp; Cs apply 
https://t.co/svkD5zNhEo
SMB-D Events
2019-09-17T09:36:33.000Z Update: The North-South line and East-West line are now operating according to schedule. Updates Ops-A
2019-09-17T08:26:56.000Z
The #ONEPLANet 🌍 manifesto provides ready-to-implement actions that keep public 
transport on decision makers climate action plans ! As member of @UITPnews and 




@Deon31900990 @gautrain Good Day,  If you experience discomfort on board the train, 
please alert a member of staff.  Please also submit as much detail in terms of date, time, 
train/car number and departure station at https://t.co/iZR7bN2M0H
SDC C
2019-09-17T05:23:01.000Z
Update: Trains on the North-South line are delayed by approximately 5 minutes and trains on 
the East-West line are delayed by approximately 7 minutes.
Updates Ops-A
2019-09-17T04:36:14.000Z
We are currently experiencing delays of approximately 13 minutes on the East - West line. The 
North- South line is operating according to schedule.
Updates Ops-A
2019-09-17T04:17:48.000Z
@zakhele_mboyane @CapitecBankSA Good Day Zakhele, you can top up your Gautrain card 
with any South African banking account, when loading online, please allow 30 minutes before 
tagging into a train or bus
SDC GQ
2019-09-17T04:10:56.000Z
@Claudet95653878 Thank you for bringing this to our attention, we are sorry for the experience 
you had.  Please also submit as much detail in terms of date, time, train/car number and 
departure station at https://t.co/YT83Rt7wQt
SDC C
2019-09-17T04:04:50.000Z
@socialbloggerSA @JohannesburgIYP @JoburgRSA @ShotLeft Good Day Katy, In order to 
access the Gautrain train or bus service, each passenger is required to possess a Gautrain 
card with a minimum value of R30 loaded onto it. Cards can be purchased at any Gautrain 
station at a cost of R17.
SDC GQ
2019-09-16T16:07:46.000Z
@Claudet95653878 Good day, If you experience discomfort on board the train/bus, please 
alert a member of staff.  Please also submit as much detail in terms of date, time, train/car 
number and departure station at https://t.co/iZR7bN2M0H
SDC C
2019-09-16T16:00:35.000Z
@KADAofficial_ Good day , If you experience discomfort on board the train, please alert a 
member of staff.  Please also submit as much detail in terms of date, time, train/car number 
and departure station at https://t.co/iZR7bN2M0H
SDC C
2019-09-16T14:33:19.000Z
The planet is facing a climate crisis - you’ve heard this before. As a @UITPnews member 
we're proud to be part of the #ONEPLANet 🌍 campaign to help decision makers put public 
transport at the heart of their climate action plan! What’s your plan?! ➡ https://t.co/tjZSb6oXSA
 https://t.co/U6eIcMTZE7
Updates C-Affairs
2019-09-16T12:49:46.000Z @Zamozam Great to hear that you like it.  We hope to see you on board soon! SDC Comp
2019-09-16T12:42:56.000Z
@ZizweKhumalo If you're travelling to OR Tambo from Pretoria or Hatfield, please change 
trains at the Sandton station where you can wrap your bags for FREE and make use of the Self-
Service Kiosks. Do not tag out at Sandton.
SDC GQ
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2019-09-16T12:25:28.000Z
@SuburbanZulu Good day, please block your Gautrain card and  submit a claim at 
https://t.co/QngYXgvkA2 or complete a refund application at a station by taking a copy of your ID 
&amp; stamped bank statement to the Ticket Office.
SDC GQ
2019-09-16T12:17:10.000Z @misstaabe Good day, the Sandton station is fully operational. Updates C-Affairs
2019-09-16T12:02:56.000Z




Now available at Gautrain's Sandton station.
Travelling to OR Tambo? Stop over at the Gautrain Sandton station, have your bags wrapped 
for FREE and print your boarding pass too. https://t.co/UiIoG0xfUG
SMB-D Ps&Cs
2019-09-16T09:41:25.000Z @MamepeKam Good day, Please see the train schedule at https://t.co/n2z9JwYefL SDC GQ
2019-09-16T08:45:38.000Z
@M_Davids Thank you for alerting us about this. Please use our official platform to submit 
your query, please visit https://t.co/J8RTGaVh5T
SDC GQ
2019-09-16T08:40:12.000Z
@Blaqbutterfly2 Please submit these details on our official platform at https://t.co/UH3OIY2NdV 
so that this may be filtered through to the relevant department.
SDC GQ
2019-09-16T07:21:02.000Z
@RBarrySA Morning, we have implemented temporary measures, such as portable ablution 
facilities, to ensure that passengers and employees are not adversely affected.
Updates C-Affairs
2019-09-16T07:10:06.000Z
@Sula1968 Good day, please submit a request for an additional bus route or bus stop on the 
official platform at  https://t.co/TG1ZdNKywY.
SDC GQ
2019-09-16T07:00:31.000Z
You want groove? We’ll give you groove. You could win an extra ticket to #DStvDelicious plus 
Gautrain cards! Buy a festival ticket before 18 September 2019, and drop a pic of it with the 




RT @ebsterr : Top travel tip if you like your bags wrapped when flying -  the @TheGautrain 
Sandton station offers free baggage wrapping for commuters
SMB-D Ps&Cs
2019-09-16T04:37:03.000Z
@BongiweGambu We're sorry to hear about your experience. Please submit a complaint with 
more details on our official platform at https://t.co/J8RTGaVh5T
SDC C
2019-09-16T04:26:59.000Z @Sula1968 Please see indicative parking capacity by station at https://t.co/UDHhpxNwBJ SDC GQ
2019-09-14T16:13:34.000Z
@matt_hooligan Good Evening Doctor, please submit a request for an additional bus route or 
bus stop on the official platform at https://t.co/TG1ZdNKywY
SDC GQ
2019-09-14T15:20:12.000Z
@MahloriPen Good Day, rail-user parking discount is applied when exiting the parking within 1 




Your mind should be on angles , lighting and photo bursts , while ours is on getting you to and 
from #DStvDelicious. There's a shuttle service between our Midrand station and Kyalami 




Keen to use our new Gautrain midibus routes , but don’t know how? 🚐 Buy your ticket at the 




@16_deguru We are experiencing delays on the North-South line. Two trains are delayed by 




@tebz1703 We are experiencing delays on the North-South line. Two trains are delayed by 




@FrankNkwanyane We are experiencing delays on the North-South line. Two trains are 
delayed by approximately 20 minutes and other trains on this line are delayed by 6 minutes. 
We apologise for the delay.
SDC GQ
2019-09-13T17:45:50.000Z
@16_deguru We are experiencing delays on the North-South line. Two trains are delayed by 




@sipho_sphola06 @D_INEO Please note that we are experiencing delays on the North-South 
line. Two trains are delayed by approximately 20 minutes and other trains on this line are 
delayed by 6 minutes. We apologise for the delay.
SDC GQ
2019-09-13T17:17:32.000Z
Please note that we are experiencing delays on the North-South line. Two trains are delayed by 
approximately 20 minutes and other trains on this line are delayed by 6 minutes. We apologise 
for the delay.
Updates Ops-A
2019-09-13T15:04:17.000Z Sandton - Rivonia (S3): Please note that the bus route is now operational. Updates Ops-A
2019-09-13T14:47:04.000Z
@GenManickum Good day, thank you for taking the time to share this positive feedback with 
us. We are glad you enjoyed your first trip on the Gautrain.
SDC Comp
2019-09-13T14:43:20.000Z @jax567 Good day, the other routes are not affected. SDC GQ
2019-09-13T14:30:24.000Z @Raptor2022 Good Day, the S5 Fourways bus is operational SDC GQ
2019-09-13T14:29:49.000Z
@Musuthu Good Day, If you experience discomfort on board the train, please alert a member 
of staff.  Please also submit as much detail in terms of date, time, train/car number and 
departure station at https://t.co/iZR7bN2M0H
SDC C
2019-09-13T14:28:04.000Z @far_mulla Good Day, yes the Randburg bua route is operational SDC GQ
2019-09-13T13:28:20.000Z
@xTamaraTen The S5 Fourways bus is operational. Please download our mobile app to track 
your bus in real time.
SDC GQ
2019-09-13T12:47:51.000Z @mukunda_jombe The Sunninghill bus in Midrand is operational. SDC GQ
2019-09-13T10:39:01.000Z
Sandton - Rivonia (S3): Please note that due to protest action in Sandton, the bus route has 
been suspended until further notice.
Updates Ops-A
2019-09-13T09:18:13.000Z @Melmellg Good day, yes they are operating. SDC GQ
2019-09-13T07:24:22.000Z @MosaNtwampe Thank you for the response. We will escalate your feedback. SDC C
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2019-09-13T06:25:41.000Z
@direinecke Morning, are you still experiencing difficulties with accessing the App? If so, 
please DM your contact details so one of our agents can contact you to assist.
SDC GQ
2019-09-13T06:23:51.000Z
It's International Chocolate Day! Why not catch the Gautrain to Sandton and treat yourself (and 
your loved one) to some heavenly indulgences from the Lindt Chocolate Boutique or Geldhof 
Chocolates at @SandtonCity? #FriYay #Chocolate https://t.co/xUZDFAydZ2
SMB-D Mot
2019-09-13T06:21:33.000Z
@Miz_Amy_baybee Morning, the Gautrain bus service may at times be delayed as a result of 




@So_Sididi @tsebo_ Morning, the cost of your journey will depend on the time of day at which 
you travel. Fares are charged according to peak and off-peak travel times.  Please see the 
detailed fares at https://t.co/ii73HXQ0Fb
SDC GQ
2019-09-13T06:13:08.000Z @Sarah_AJ_jones Morning, yes the buses are operating at Sandton. SDC GQ
2019-09-13T04:16:35.000Z
@martin_loureiro If you experience discomfort on board the bus, please alert a member of 




@martin_loureiro Our services are operational. Please subscribe to receive sms alerts for 




@SelloThoka_ Our services are operational. Please subscribe to receive sms alerts for train 




@Godfrederick Please submit more details on our official platform at https://t.co/UH3OIY2NdV 
so that we may assist accordingly. https://t.co/7nye2I7dwT
SDC C
2019-09-13T04:08:05.000Z
@nanima Our services are operational. Please subscribe to receive sms alerts for train and 
major bus service disruption, please sms the word “ALERT” to 44181 at a once-off cost of R1.
SDC GQ
2019-09-13T04:03:24.000Z
@Tinus_E Should you wish to submit a request, please visit our official platform at 
https://t.co/TG1ZdNKywY and complete the required fields.
SDC GQ
2019-09-13T04:02:11.000Z
@deonvdwest007 Our services are operational. Please subscribe to receive sms alerts for 




@thabang_ Our services are operational. Please subscribe to receive sms alerts for train and 
major bus service disruption, please sms the word “ALERT” to 44181 at a once-off cost of R1.
SDC GQ
2019-09-13T03:40:57.000Z
@Mistah_Ootz Our services are operational. Please subscribe to receive sms alerts for train 




@sne_neh Good Evening, If you experience discomfort on board the train, please alert a 
member of staff.  Please also submit as much detail in terms of date, time, train/car number 
and departure station at https://t.co/d4khNVOJ0w
SDC C
2019-09-12T15:34:54.000Z
@Vote4Me2019 Good Day, if you would like to know where the pick up and drop off zones are, 
they are within the station.
SDC GQ
2019-09-12T15:09:27.000Z
@infointuitive @CityofJoburgZA @ewnupdates @EWNTraffic @AsktheChiefJMPD Good Day, 
our Gautrain services will be operating as normal should there be any changes, we will update 




@shellsg @JoburgMPD @JoburgMetrobus Good Day, our services will be operational as 
normal, should there be any changes, we will update passengers. Please download our 
mobile app to receive notifications and updates.
Updates C-Affairs
2019-09-12T14:13:06.000Z
@Walkyriewolf Good Day, our services will be operational as normal should there be any 
changes, we will update passengers via our communication platforms
Updates C-Affairs
2019-09-12T11:45:00.000Z
@nimalen316 Good day , Gautrain will be operating as normal, should there be any charges, 
we will update passengers.
Updates C-Affairs
2019-09-12T06:40:28.000Z @direinecke You are welcome. SDC Comp
2019-09-12T06:31:40.000Z
@247newsafrica Currently, employees and passengers are not affected as we have 
implemented temporary measures to ensure that the station remains operational.
Updates C-Affairs
2019-09-12T06:28:45.000Z
@direinecke Currently, employees and passengers are not affected as we have implemented 
temporary measures to ensure that the station remains operational.
Updates C-Affairs
2019-09-12T06:28:02.000Z
@mommy_snoogums @CityPowerJhb The Gautrain water bill is paid up to date with the City 
of Johannesburg. The City of Johannesburg and Cedar Park (which is the owner and landlord) 
need to urgently resolve the matter between themselves which apparently relates to Cedar 
Park's debt to the City of Johannesburg.
Updates C-Affairs
2019-09-12T06:21:30.000Z
@KhutsoMatjee Good day , Unfortunately we can not transfer funds from one Gautrain card to 
another. Please register an account and link your card at https://t.co/QngYXgvkA2 to submit a 
refund claim online.
SDC GQ
2019-09-12T05:11:21.000Z @KhutsoMatjee Good day, Yes , please purchase a new card at the cost of R17 each card. SDC GQ
2019-09-11T16:53:52.000Z
@Ndibu Good Day, If you experience discomfort on board the train, please alert a member of 
staff.  Please also submit as much detail in terms of date, time, train/car number and 
departure station at https://t.co/iZR7bN2M0H
SDC C
2019-09-11T09:27:51.000Z
@LaraObie17 Good Day, to manage your card online, including loading value to your card, 
please register an account and link your card at https://t.co/QngYXgvkA2.
SDC GQ
2019-09-11T09:23:35.000Z
@ToyaVDS Good Day, we are sorry for your experience. If you experience discomfort on board 
the train, please alert a member of staff.  Please also submit as much detail in terms of date, 
time, train/car number and departure station at https://t.co/iZR7bN2M0H
SDC C
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2019-09-11T06:47:44.000Z
@natashadoren Good day, The departure times available for the Gautrain bus services are 




@Dikeledii_ Good day, We're sorry to hear that you've not experienced the very best in 
customer service, we will escalate the matter to the relevant department.
SDC C
2019-09-10T18:39:15.000Z
@Leboh_ The Gautrain water bill is paid up to date with the City of Johannesburg. The City of 
Johannesburg and Cedar Park (which is the owner and landlord) need to urgently resolve the 




@lulushezi The Gautrain water bill is paid up to date with the City of Johannesburg. The City of 
Johannesburg and Cedar Park (which is the owner and landlord) need to urgently resolve the 




@SuperFastMoney The Gautrain water bill is paid up to date with the City of Johannesburg. 
The City of Johannesburg and Cedar Park (which is the owner and landlord) need to urgently 




@AskGregory The Gautrain water bill is paid up to date with the City of Johannesburg. The City 
of Johannesburg and Cedar Park (which is the owner and landlord) need to urgently resolve 




@Mndeni361 The Gautrain water bill is paid up to date with the City of Johannesburg. The City 
of Johannesburg and Cedar Park (which is the owner and landlord) need to urgently resolve 




@twieterazzi The Gautrain water bill is paid up to date with the City of Johannesburg. The City 
of Johannesburg and Cedar Park (which is the owner and landlord) need to urgently resolve 




@EloquentTash The Gautrain water bill is paid up to date with the City of Johannesburg. The 
City of Johannesburg and Cedar Park (which is the owner and landlord) need to urgently 




@Lepanzola The Gautrain water bill is paid up to date with the City of Johannesburg. The City 
of Johannesburg and Cedar Park (which is the owner and landlord) need to urgently resolve 




@Jodyhendricks Currently, employees and passengers are not affected as we have 
implemented temporary measures to ensure that the station remains operational.
Updates C-Affairs
2019-09-10T17:19:44.000Z
@mmofokeng2 The Gautrain water bill is paid up to date with the City of Johannesburg. The 
City of Johannesburg and Cedar Park (which is the owner and landlord) need to urgently 




@NeoDinero Currently, employees and passengers are not affected as we have implemented 
temporary measures to ensure that the station remains operational.
Updates C-Affairs
2019-09-10T17:15:37.000Z
@IOL @TheStar_news Currently, employees and passengers are not affected as we have 
implemented temporary measures to ensure that the station remains operational.
Updates C-Affairs
2019-09-10T17:12:34.000Z
@SokhuluVeli Currently, employees and passengers are not affected as we have 
implemented temporary measures to ensure that the station remains operational.
Updates C-Affairs
2019-09-10T17:10:05.000Z
@JohnMphatsoe @HermanMashaba @JoburgFinance @CityofJoburgZA @FunzelaZA 
Currently, employees and passengers are not affected as we have implemented temporary 
measures to ensure that the station remains operational.
Updates C-Affairs
2019-09-10T17:03:42.000Z
@iSendim_ The Gautrain water bill is paid up to date with the City of Johannesburg. The City of 
Johannesburg and Cedar Park (which is the owner and landlord) need to urgently resolve the 




@KaBediHaiOne The Gautrain water bill is paid up to date with the City of Johannesburg. The 
City of Johannesburg and Cedar Park (which is the owner and landlord) need to urgently 




@PILLAY_CGLM The Gautrain water bill is paid up to date with the City of Johannesburg. The 
City of Johannesburg and Cedar Park (which is the owner and landlord) need to urgently 




@Mel0_0leM @nonku101 The Gautrain water bill is paid up to date with the City of 
Johannesburg. The City of Johannesburg and Cedar Park (which is the owner and landlord) 
need to urgently resolve the matter between themselves which apparently relates to Cedar 
Park's debt to the City of Johannesburg.
Updates C-Affairs
2019-09-10T16:58:52.000Z
@Yanda_128M The Gautrain water bill is paid up to date with the City of Johannesburg. The 
City of Johannesburg and Cedar Park (which is the owner and landlord) need to urgently 




@TuksFMNews The Gautrain water bill is paid up to date with the City of Johannesburg. The 
City of Johannesburg and Cedar Park (which is the owner and landlord) need to urgently 
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2019-09-10T16:54:39.000Z
@dmoahi The Gautrain water bill is paid up to date with the City of Johannesburg. The City of 
Johannesburg and Cedar Park (which is the owner and landlord) need to urgently resolve the 




@Eassy__ The Gautrain water bill is paid up to date with the City of Johannesburg. The City of 
Johannesburg and Cedar Park (which is the owner and landlord) need to urgently resolve the 




@kamoelevated The Gautrain water bill is paid up to date with the City of Johannesburg. The 
City of Johannesburg and Cedar Park (which is the owner and landlord) need to urgently 




@nubbi777 The Gautrain water bill is paid up to date with the City of Johannesburg. The City of 
Johannesburg and Cedar Park (which is the owner and landlord) need to urgently resolve the 




@mevena373 Currently, employees and passengers are not affected as we have 
implemented temporary measures to ensure that the station remains operational.
Updates C-Affairs
2019-09-10T15:50:22.000Z
@Itu_0531 @MoLesetja The Gautrain water bill is paid up to date with the City of 
Johannesburg. The City of Johannesburg and Cedar Park (which is the owner and landlord) 
need to urgently resolve the matter between themselves which apparently relates to Cedar 
Park's debt to the City of Johannesburg.
Updates C-Affairs
2019-09-10T13:13:26.000Z
@Tehmee We're sorry to hear about your experience. Please provide these details, including 
the time when this happened, on our official platform at https://t.co/TG1ZdNKywY
SDC C
2019-09-10T08:15:03.000Z
Can you vosho to Shekhinah, fam 👀? We want to see you try! You could win a ticket to 
#DStvDelicious for your friend &amp; Gautrain cards by buying a festival ticket before 18 
September 2019 &amp; dropping a pic of it in the comments , with #GetToDstvDelicious💃. Ts 
&amp; Cs apply https://t.co/0bNZhlYTsC
SMB-D Events
2019-09-10T07:35:32.000Z
@iAfricadotcom The Gautrain water bill is paid up to date with the City of Johannesburg. The 
City of Johannesburg and Cedar Park (which is the owner and landlord) need to urgently 




@whiskaway1 The Gautrain water bill is paid up to date with the City of Johannesburg. The 
City of Johannesburg and Cedar Park (which is the owner and landlord) need to urgently 




@natashadoren Good day, The Gautrain bus service may at times be delayed as a result of 
traffic congestion and road incidents.  Please use the Gautrain mobile app to track your bus in 
real-time.
SDC GQ
2019-09-10T05:46:25.000Z @_viouslymaggie Good day, The contactless bank cards are not working at the moment. SDC GQ
2019-09-10T04:10:44.000Z
@tamati_biskit Good day , Thank you for taking the time to share this positive feedback with 
us.  We will be sure to share this feedback with the team.  Should you wish to submit this on 
our official platform, please do so by visiting https://t.co/iZR7bN2M0H
SDC Comp
2019-09-09T18:19:07.000Z
@kgeremolla The Gautrain water bill is paid up to date with the City of Johannesburg. The City 
of Johannesburg and Cedar Park (which is the owner and landlord) need to urgently resolve 




@True2self6 The Gautrain water bill is paid up to date with the City of Johannesburg. The City 
of Johannesburg and Cedar Park (which is the owner and landlord) need to urgently resolve 




@krazzy_k_ The Gautrain water bill is paid up to date with the City of Johannesburg. The City of 
Johannesburg and Cedar Park (which is the owner and landlord) need to urgently resolve the 




@maggsnaidu The Gautrain water bill is paid up to date with the City of Johannesburg. The 
City of Johannesburg and Cedar Park (which is the owner and landlord) need to urgently 




@kh0motso The Gautrain water bill is paid up to date with the City of Johannesburg. The City 
of Johannesburg and Cedar Park (which is the owner and landlord) need to urgently resolve 




@OGfreshveggies We call on the City of Johannesburg and Cedar Park to speedily resolve the 
matter in terms of the Cedar Park's apparent outstanding rates account.
Updates C-Affairs
2019-09-09T18:05:14.000Z
@Jkings157 We call on the City of Johannesburg and Cedar Park to speedily resolve the 
matter in terms of the Cedar Park's apparent outstanding rates account.
Updates C-Affairs
2019-09-09T17:56:17.000Z
@zannymadondo We call on the City of Johannesburg and Cedar Park to speedily resolve the 
matter in terms of the Cedar Park's apparent outstanding rates account.
Updates C-Affairs
2019-09-09T17:53:49.000Z
@zidhiva @CoruscaKhaya @TimesLIVE We call on the City of Johannesburg and Cedar Park 
to speedily resolve the matter in terms of the Cedar Park's apparent outstanding rates account.
Updates C-Affairs
2019-09-09T17:52:51.000Z
@TheMugue We call on the City of Johannesburg and Cedar Park to speedily resolve the 
matter in terms of the Cedar Park's apparent outstanding rates account.
Updates C-Affairs
@TheGautrain Tweets





utc_date Text Category Theme
2019-09-09T17:50:56.000Z
@galbertyn @gopolang6 @Maratahelele01 @TimesLIVE The Gautrain water bill is paid up to 
date with the City of Johannesburg. The City of Johannesburg and Cedar Park (which is the 
owner and landlord) need to urgently resolve the matter between themselves which apparently 
relates to Cedar Park's debt to the City of Johannesburg.
Updates C-Affairs
2019-09-09T17:50:11.000Z
@billy_rugg @JohnMphatsoe @HermanMashaba @JoburgFinance @CityofJoburgZA 
@FunzelaZA Currently, employees and passengers are not affected as we have implemented 
temporary measures to ensure that the station remains operational.
Updates C-Affairs
2019-09-09T17:49:06.000Z
@JTSTpodcast @Maratahelele01 @TimesLIVE The Gautrain water bill is paid up to date with 
the City of Johannesburg. The City of Johannesburg and Cedar Park (which is the owner and 
landlord) need to urgently resolve the matter between themselves which apparently relates to 
Cedar Park's debt to the City of Johannesburg.
Updates C-Affairs
2019-09-09T17:44:59.000Z
@benphiri14 @HermanMashaba @JoburgFinance @CityofJoburgZA @FunzelaZA The 
Gautrain water bill is paid up to date with the City of Johannesburg. The City of Johannesburg 
and Cedar Park (which is the owner and landlord) need to urgently resolve the matter between 
themselves which apparently relates to Cedar Park's debt to the City of Johannesburg.
Updates C-Affairs
2019-09-09T17:44:24.000Z
@MelusiMaposa @Lazola_Ndamase The Gautrain water bill is paid up to date with the City of 
Johannesburg. The City of Johannesburg and Cedar Park (which is the owner and landlord) 
need to urgently resolve the matter between themselves which apparently relates to Cedar 
Park's debt to the City of Johannesburg.
Updates C-Affairs
2019-09-09T17:43:11.000Z
@Thato__M The Gautrain water bill is paid up to date with the City of Johannesburg. The City 
of Johannesburg and Cedar Park (which is the owner and landlord) need to urgently resolve 




@muzi_2c The Gautrain water bill is paid up to date with the City of Johannesburg. The City of 
Johannesburg and Cedar Park (which is the owner and landlord) need to urgently resolve the 




@ImTawanda The Gautrain water bill is paid up to date with the City of Johannesburg. The City 
of Johannesburg and Cedar Park (which is the owner and landlord) need to urgently resolve 




@Big_B_10 The Gautrain water bill is paid up to date with the City of Johannesburg. The City 
of Johannesburg and Cedar Park (which is the owner and landlord) need to urgently resolve 




@PamelaSalalah We call on the City of Johannesburg and Cedar Park to speedily resolve the 
matter in terms of the Cedar Park's apparent outstanding rates account.
Updates C-Affairs
2019-09-09T17:39:05.000Z
@jozi117 Currently, employees and passengers are not affected as we have implemented 
temporary measures to ensure that the station remains operational.
Updates C-Affairs
2019-09-09T17:36:09.000Z
@Bathandwa95 We call on the City of Johannesburg and Cedar Park to speedily resolve the 
matter in terms of the Cedar Park's apparent outstanding rates account.
Updates C-Affairs
2019-09-09T17:33:56.000Z
@Char_maineyMayo The Gautrain water bill is paid up to date with the City of Johannesburg. 
The City of Johannesburg and Cedar Park (which is the owner and landlord) need to urgently 




@fraynemarupen Currently, employees and passengers are not affected as we have 
implemented temporary measures to ensure that the station remains operational.
Updates C-Affairs
2019-09-09T17:30:53.000Z
@mphomoerane @unathi_ntshanga @HermanMashaba @JoburgFinance @CityofJoburgZA 
@FunzelaZA Currently, employees and passengers are not affected as we have implemented 
temporary measures to ensure that the station remains operational.
Updates C-Affairs
2019-09-09T17:29:29.000Z
@MoLesetja @Lololiscious1 The Gautrain water bill is paid up to date with the City of 
Johannesburg. The City of Johannesburg and Cedar Park (which is the owner and landlord) 
need to urgently resolve the matter between themselves which apparently relates to Cedar 
Park's debt to the City of Johannesburg.
Updates C-Affairs
2019-09-09T17:28:44.000Z
@mevena373 The Gautrain water bill is paid up to date with the City of Johannesburg. The City 
of Johannesburg and Cedar Park (which is the owner and landlord) need to urgently resolve 




@UnvarnishedDude The Gautrain water bill is paid up to date with the City of Johannesburg. 
The City of Johannesburg and Cedar Park (which is the owner and landlord) need to urgently 




@gopolang6 @TimesLIVE The Gautrain water bill is paid up to date with the City of 
Johannesburg. The City of Johannesburg and Cedar Park (which is the owner and landlord) 
need to urgently resolve the matter between themselves which apparently relates to Cedar 
Park's debt to the City of Johannesburg.
Updates C-Affairs
2019-09-09T17:23:40.000Z
@mevena373 @COJ The Gautrain water bill is paid up to date with the City of Johannesburg. 
The City of Johannesburg and Cedar Park (which is the owner and landlord) need to urgently 




@Jus_TT Good day, please submit a claim at https://t.co/QngYXgvkA2 or complete a refund 


















@_Sandile_22 Good day, the Shuttle between Gautrain Park Station and Gold Reef City is 
currently not in service. Directions on alternatives to get to Gold Reef City can be found on 
https://t.co/CrJddhz2Bh.
SDC GQ
2019-09-09T09:09:51.000Z #MondayMotivation #GautrainJourneys https://t.co/15MaA1BPBR SMB-D Mot
2019-09-09T06:29:32.000Z




@YolaCharma Please provide more information with regards to your query. Please submit the 
details at https://t.co/J8RTGaVh5T
SDC GQ
2019-09-08T17:14:41.000Z @MiraMTT Please submit your complaint on our official platform at https://t.co/oudi9spK3p SDC C
2019-09-07T13:42:08.000Z The North-South Line is now operating according to schedule. Updates Ops-A
2019-09-07T13:24:14.000Z @samkemath What problems are you experiencing with the app? SDC GQ
2019-09-07T11:29:48.000Z
@Kholofelo_Jacks @SAAFMuseum Good day, Trains on the P line are delayed by 20 minutes 
in both directions as result of fault balise.
SDC GQ
2019-09-07T11:14:44.000Z
We are currently experiencing delays of approximately 20 minutes on the North-South Line. 
The East-West Line is operating according to schedule.
Updates Ops-A
2019-09-07T09:07:28.000Z




Leave your car at home and catch the Gautrain to the @SAAFMuseum Air Show ✈ today 7 
September 2019. Spectacular aerial displays and vintage aircraft await aviation enthusiasts. 
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RE: INFORMATION SHEET FOR PROSPECTIVE RESEARCH PARTICIPANT 
 
Research title 
Engaging public-private stakeholders in strategic partnerships for public infrastructure 
provision: A case study of Gautrain 
 
Research overview 
The purpose of this research is to identify how Twitter is used as strategic communication tool 





Tweets engaging with the official Gautrain Twitter handle during the period of 7 September 
2019 to 7 October 2019 will be selected for this study.  The period selected was during a 
difficult time when the City of Johannesburg cut the Gautrain Sandton station’s water supply 
due to non-payment of municipal accounts by the property owner.  This is a relevant period 
for the study as public and private stakeholders utilised social media, particularly Twitter, to 
voice their opinions and complaints, raised criticism and express disappointment (against both 
Gautrain as well as the City of Johannesburg) 
 
All information collected will be treated as private and confidential and will be used for 
academic purposes. Participation in this study is voluntary.  The Gautrain Management 
Agency (GMA) may withdraw from participation at any time without any negative 
consequences. All data will be destroyed should the company withdraw. If GMA agrees to 
participate in this study the Ethics Committee at UJ requires an authorised signature on a 
consent form.   
 
If you have any questions about this study, please contact the researcher Elsabe Human via 
email at humanelsabe@gmail.com or call her on 084 440 3172 or her supervisor, 

















ANNEXURE E: Informed consent form (signed) 
 
